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[bookmark: _Toc503035803]Part 1.	Introduction
[bookmark: _GoBack]Virgin Media (“Virgin”) is a British telecommunications company that provides broadband, landline, TV and mobile services in the UK and the Republic of Ireland (Virgin Media , 2017). In 2013, Virgin was bought by Liberty Global which is a US company and the world’s largest cable company. As reported in its 2017 financial statements, Virgin had 5.8 million cable TV customers; 3 million mobile customers; and, 14.6 million customers with a full package of phones, TV and broadband (Virgin Media , 2017). However, the company has been making financial losses for three years. These are the result of two factors; Virgin is unable to sign on new customers at an equal rate to its main customers; and, secondly, restructuring costs connected with the takeover have had a negative effect on profitability (Williams, 2017). 
[bookmark: _Toc503035804]Part 2.	Problem Solving and Critical Thinking
[bookmark: _Toc503035805]2.1	Problem Solving
[bookmark: _Toc503035806]Definition and stages
Problems are situations or challenges that can have an adverse effect on an organisation or individuals; hence, solutions need to be devised to mitigate any adverse effects of a problem (Facione & Gittens, 2015). Most experts state that solutions should be found using a logical approach that proceeds in a series of stages (McCormick , et al., 2015) 
In the first stage, the problem needs to be identified and precisely designed (Facione & Gittens, 2015). One of the problems facing Virgin is that the company is falling behind its £3 billion network expansion plan designed to increase coverage to two-thirds of the UK and allow the company to compete more effectively against BT which has a larger infrastructure (Williams, 2017). Virgin only met 60% of the project target. Thus, in this case, the problem clearly is why the company was unable to meet its targets.


The second stage is to brainstorm ideas so that potential solutions can be identified (McWhorter, 2016). An effective way to do this is to list all the ideas including ones that could be out of the box. Radical solutions should not automatically be discarded since they could offer solutions (Facione & Gittens, 2015). Once the solutions are noted, the next stage is to evaluate them and select one that could solve the problem (McWhorter, 2016). Finally, in the last stage, the selected solution is implemented, and progress is monitored to ensure that the problem is being solved (Savery, 2015). 
[bookmark: _Toc503035807]Effect of problems
Problems can affect individuals and organisations in different ways. For individuals, problems can have harmful effects on health and wellbeing (Savery, 2015). For example, financial problems and debt can lead to stress and have adverse effects on mental health. Similarly, relationship and work problems can also have detrimental effects on health. Stress and mental health problems can lead to additions including alcohol and drug use. Such addictions can worsen the situation and cause even bigger problems. Individual problems are difficult to handle if a person does not seek help and support; hence, it is advisable to consult others when facing difficult problems.
Problems can have detrimental effects on companies if they are not identified and solved. For example, if Virgin does not find a solution to the slow rollout of its new network, it will find itself further behind its competitors which would have adverse effects on sales and profits. Corporate problems can also lead to inefficiencies and productivity losses which can also have harmful financial consequences (Facione & Gittens, 2015). 
[bookmark: _Toc503035808]Examples of simple and complex problems at Virgin
For a company like Virgin, simple problems generally consist of routine issues that can be easily resolved. Examples can include; missed deliveries, installation problems at customers, and simple technical issues raised by clients that can be resolved through online or phone support. 


More complex problems tend to be company-wide and strategic in nature. The slow roll out of the company’s £3 billion network expansion is a complex problem that will require inputs at various levels to identify the issues and find solutions (Williams, 2017). Another example is the problem that Virgin’s new customer take-on rate is lower that that of its key competitors, BT and Sky (Virgin Media , 2017). This is a complex issue and will require an assessment of marketing strategies in order to find solutions. 
[bookmark: _Toc503035809]2.2	Critical Thinking
[bookmark: _Toc503035810]Definition and Stages
One definition of critical thinking refers to it as an objective analysis of an issue or problem in order to evaluate it and form a judgement. Another refers to critical thinking as the ability to think rationally and logically about a situation or problem. Critical thinkers are able to understand and analyse connections between ideas. They can clearly construct and evaluate different viewpoints and find inconsistencies in reasoning. Furthermore, critical thinkers also engage in self-reflection. 
[bookmark: _Toc503035811]How critical thinking can assist Virgin
Virgin is facing strategic challenges including a slow roll-out of its new network and an inability to sign on new customers faster that its key competitors. Critical thinking can assist in solving such problems. It can allow the management to understand inter-relations between different factors that are affecting the situation. Management can also use critical thinking techniques to evaluate the potential solutions and make choices based on reason and logic. 
[bookmark: _Toc503035812]Part 3.	PEST Analysis for Virgin
[bookmark: _Toc503035813]3.1	PEST Analysis
Political Factors
Since the referendum last year, Brexit is a critical political factor that could impact Virgin’s business. Despite some progress on talks with the EU, the British government does not appear to have a clear vision of Brexit and its aftermath (Millet, 2017). There is continuing uncertainty which will make it difficult for Virgin to carry out strategic planning (PwC, 2016). Operational and business risks are likely to increase, and Virgin could be affected in areas like recruitment and supply chain management (PwC, 2016). 
Economic Factors
Brexit has also affected the British economy since the value of the pound fell following the referendum result (Chapman, 2017). As a result, inflation has increased to 2.9% while the trade deficit has increased to over £11 billion (Howes, 2017); (ONS, 2017). A continuing rise in the trade deficit could lead to a 7% fall in the pound (Howes, 2017). This could cause further rises in inflation since the UK is a net importer. As a result, disposable incomes could fall and the demand for Virgin’s products could also fall. 
Social Factors
There are a number of social trends that could affect Virgin’s strategy and operations. Recent surveys show that 70% of the population have a smartphone and 40% of the population only uses smartphones when accessing social media and the internet (Ofcom, 2017). This percentage consists of 16-30-year-old millennials and this could be a key market for Virgin especially if the company offers affordable data packages (Ofcom, 2017). 
Technological Factors
Despite a significant increase in the demand for fibre-optic broadband and fast 4G mobile data, Britain’s infrastructure is lagging behind other developed countries (Millet, 2017). On a worldwide basis, the UK is on 54th with regards to 4G coverage and it in bottom of European countries with regards to fibre-optic broadband coverage (Millet, 2017). Analysts argue that the UK’s infrastructure is inadequate and weak especially as the market moves towards new technology such as augmented reality and the Internet-of-Things (Plimmer & Tetlow, 2017). This would suggest that Virgin needs to increase its efforts to upgrade and expand its infrastructure. 


[bookmark: _Toc503035814]3.2	Brief to Line Manager
To:	P. Smith 
	(Manager, Strategic Planning)
From: [] 
	(Asst. Manager, Strategic Planning)
Subject:	Potential Impact of Macroeconomic Factors on Virgin Media
As directed, my team has conducted a PEST analysis which has identified a number of factors that could affect the company. Firstly, Brexit poses a considerable challenged. Reports note that Brexit could result in a reduced availability of skilled labour if the free movement of EU nationals is curtailed. Furthermore, Virgin’s supply chains could be disrupted if import restrictions and trade barriers are implemented following the UK’s exit from the EU.
Maguire, et al., (2016) and Tempelman (2017) note that the could be significant regulatory changes following Brexit. Currently, the UK telecommunications industry is governed by EU regulations and directives, which have been incorporated into legislation in the form of the Communications Act (2003). This act is likely to be repealed once EU regulations no longer apply. There is significant uncertainty as to the form of any new legislation. This is making it difficult for our department to assess how regulatory changes could affect Virgin. 
From an economic standpoint, rising inflation could have an adverse effect on Virgin’s bottom line. As the pound declines and the trade deficit rises, inflationary pressures are likely to increase. This could place pressure on household disposable incomes and consumers are like to become more value conscious. Thus, Virgin should focus on affordable services that given superior value for money as compared to our competitors. As the same time, social trends point to an increase in the use of smartphones to access the internet and social media. The largest increase in among the millennial generation who are also technologically inclined. These trends offer an opportunity for Virgin to increase its penetration in the millennial segment. 


Despite some gains in fibre-optic and 4G coverage, the UK is lagging behind other developed countries. To improve service delivery, Ofcom and BT have agreed a deal under which BT Openreach will become a separate legal entity. Even though BT will have 100% ownership, it is probable that service delivery to our competitors will improve. We are the only other telecommunications company with our own network. Thus, Virgin should seek to increase infrastructure development and scale up the rolling out of fibre-optic countrywide.
I hope that you found this analysis and insights useful. My team and I look forward to updating you further at our weekly meeting.
[bookmark: _Toc503035815]Part 4:	Employee Behaviour
[bookmark: _Toc503035816]4.1	Types of employee behaviour
Employee behaviour can be defined as an individual’s reaction to workplace situations (Armstrong, 2009). In general, employees need to behave in an appropriate manner so that they can have the respect of others and maintain a healthy work environment. Employee behaviour can be positive or negative in terms of the manner in which it affects others and the organisation as a whole (Ashkanasy, et al., 2014). Positive employee behaviour encompasses areas like task performance and organisational citizenship while negative behaviour can include counter-productive behaviour, absenteeism and the frequent changing of jobs (Ashkanasy, et al., 2014). 
Task performers are motivated employees who have awareness of their responsibilities, set individual targets and then work to accomplish goals (Bratton & Gold, 2012). In many cases, task performers enable organisational goals and objectives to be met by working in close-coordination with customers and other key stakeholders. These individuals exhibit high levels of positive employee behaviour due to their commitment to the firm and their focus on meeting organisational and personal objectives (Bratton & Gold, 2012). 
Organisation citizenship is a positive employee behaviour that goes beyond the fulfilment of job responsibilities (Yao, et al., 2014). Truly committed employees look for ways in which they can perform extra for the company. These employees share knowledge with others and genuinely help others to seek solutions to problems. Thus, demonstrating high levels of organisational citizenship is a positive employee behaviour which can lead to greater collaboration and the development of organisational knowledge (Armstrong, 2009). 
Negative employee behaviour includes counterproductive behaviour. Individuals exhibiting such behaviour tend to harm the overall workplace culture. They may behave in inappropriate ways and engage in unproductive tasks that harm the organisation (Bratton & Gold, 2012). Such employees may have high levels of absenteeism which further reduces their contribution to the company. In extreme cases, counterproductive behaviour can be serious and could involve; thefts, release of confidential information; and, fraud (Ashkanasy, et al., 2014). Organisations should seek to consul such employees; however, if there is no change in the employee behaviour, then these individuals should be fired. 
[bookmark: _Toc503035817]4.2	Factors affecting employee behaviour
Several factors can affect employee behaviour including; leadership, work culture, job responsibilities, communication, work relationships, and, personal relationships. Managers play a significant role in influencing employee behaviour by providing leadership and setting the direction for the organisation and the employee (Armstrong, 2009). In particular, negative employee behaviour has been linked to strict, inflexible management (Yao, et al., 2014). Hence, Virgin’s managers should be supportive and provide guidance and inspiration. They should provide sufficient opportunities for employees to develop their skills. 
Secondly, Virgin needs to ensure that the organisational work culture supports and encourages positive employee behaviour. Workplace regulations should be the same for every individual (Ashkanasy, et al., 2014). Managers and employees should be encouraged to show mutual respect. Moreover, a manager who supports team members is likely to encourage high levels of positive employee behaviour (Miner, 2015). Virgin should also ensure that employee responsibilities are according to their qualifications and experience. Employees should not feel overburdened as this can lead to absenteeism and unmotivated employees (Yao, et al., 2014). 
Thirdly, managers should communicate openly and regularly with employees (Armstrong, 2009). Transparent and positive feedback should be provided on a regular basis so that the employee feels appreciated and can identify development and knowledge gaps (Armstrong, 2009). Employees should be encouraged to express their views and Virgin should ensure that there are procedures for handling grievances. Fourthly, employees should be encouraged to network throughout the company and develop work place relationships (Miner, 2015). This can lead to an improvement in collaborative working and team performance. Finally, employee behaviour can be affected by events in their personal life (Yao, et al., 2014). Virgin’s managers should attempt to identify employees who behaviour appears to have changed for the worse. Managers can communicate with such employees to ascertain if their personal life has had an impact on work behaviour and performance. 
[bookmark: _Toc503035818]Part 5:	Use of ICT at Virgin
The use of ICT is critical for a telecommunications company like Virgin. Virgin uses a variety of technology including; infrastructure and networks; databases and data analysis; communication technology; and, computer based processing. The company’s business is based on networks such as fibre-optic networks, mobile communication systems and home based wi-fi networks. Thus, technology forms the backbone of Virgin’s business and, in some ways, is the reason for the company’s existence. However, it should be noted that advanced technological infrastructure that Virgin relies on is expensive and requires substantial investment. 
Virgin also uses databases which contain information on its clients. This data can be harnessed to analyse consumer spending habits which can be used to generated targeted marketing material for different segments of customers and consumers. However, customer data is very confidential and contains personal and financial information which can be targeted by hackers. In recent years, an increasing number of UK and US companies have been subjected to hacking attacks which have resulted in information being stolen; for example, Virgin’s competitor TalkTalk lost the data of 157,000 customers due to hacking in 2015 and the company was fined £400,000 for data security breaches (Farrell, 2015); (ICO, 2016). This shows the importance of strong cyber-security measures for companies like Virgin. 
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