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[bookmark: _Toc499985324]Introduction
The problem solving strategy should be designed from the organization-wide context by ensuring that it can be adoptable at the individual level. A problem which is shared is a halved problem. The structured approach employing critical thinking and promoting innovation can best address the problems. In the first section the report, after defining the problem, stages of problem & its psychological impact, introduction to simple & complex problem is given in the context of Sainsbury’s Plc; 2nd largest supermarket retailing chain  in the UK (Ft.com, 2017). In the 2nd section, the impact of the external factors on the business of the retailers in the UK is assessed through the application PEST framework and the findings are reported to the line manager of Sainsbury’s Plc. In the 3rd section, major employee behaviour types along with the available techniques are discussed. In the 4th & last sections, the implications of the using the informational technologies in the operational process of Sainsbury’s Plc are discussed.          
[bookmark: _Toc499985325]AC 1.1: Defining a problem, identifying stages of problem & assessing the psychological impact of problem on human health 
Problem: A problem can be defined as the doubtful matter that requires a solution. All Problems generally have two similar characteristic; one of which is related to goal setting & another is the barrier (Barber, 2013). As such, when solution is known, the problem is related to setting goal to implement that. On the other hand, when the solution is unknown, there can be the existence of many barriers in identifying & preventing the obstacles.       
Stages of problems:  Problems can be of different types: simple or complex, routine or non-routine, problems with known solution which is not obvious or problem with unknown solution (Kott, 2017). Problems can be at any of the following stage:
· Known solution (simple problem): Requires only the motivation to follow the standard solution & to implement that successfully.
· Known but obvious solution:   should undergo vertical & systemic thinking to solve that.
· Known solution with the requirement of reframing: If problems are of this stage, organization should employ creative thinking in order to turn the problem into opportunity.   
· Problems with unknown solution: Requires critical thinking employing techniques like 5W, benchmarking etc. 
Without the consideration to whatever the problem is or at what stage the problem is, the following stage will help to deal with that.
· Issue identification & structuring the problems:  Identifying the goal (want to/need to) & barrier (but) of an issue and deciding on a working definition in order to be able to communicate the nature of a problem to others. Besides, to attain a more deep understanding of the problem cause & effect diagram, flow chart, problem checking list, chain diagram can be used.       
· Understanding everyone’s needs: Should listen to & consider everyone’s concern & trying to make a resolution that will address all of the interest at a best possible degree.     
· Listing options: Through brainstorming, divergent & convergent thinking and questioning assumptions all of the possible solutions should be listed. 
· Evaluating options: Through cause & effect diagram and decision tree or PERT techniques, managers can evaluate the impact of a particular problem.
· Deciding on the best alternative: Select the best alternative that will maximise organization wide worth.
· Documenting the solutions that will help in planning & implementing.
· Monitoring & feedback: should follow up the process & report to the steering group in order to ensure that the process goes well.         
Psychological impact of problem on human health: Problems generally have three direct psychological impacts on the human health.  These are the distorted reaction, pressure point symptoms and chronic distress. When people face multiple challenges (difficulties in meeting deadlines) their mind or body may not react in the same which have critical consequence both on the mental health & on the successful accomplishment of the goal (Dery, 2013). Due to stress while dealing with the problems different emotional symptoms (like loss of focus, loss of control on anger & mental blank) may appear. At last, the most acute psychological impact of the problem is the chronic stress which may cause people to feel fatigued and as a result concentration on the issue became nearly impossible.            
Simple & Complex problem in Sainsbury’s Plc: Simple problems are those for which there are standard solutions and the problem can be solved through implementation of the standard solution & an optimistic approach can be used. In Sainsbury’s Plc, solving the technical problems like addressing the problem in the functioning of the programs that used to operate virtual stores can stated as the simple problem. As the IT support team maintains standard criteria or process of address such problems.   
In Sainsbury Plc, dealing with the customers’ complaint and internal conflict negotiation are the complex problem.  There are no standard solutions as every situation is unique and experience of the store managers in dealing with such situations may not be that much helpful in solving such problems (Basadur et al, 2016). Solving a complex problem requires critical & innovative thinking.
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Critical thinking: Critical thinking can be defined as the intellectually disciplined way of making informed decisions backed by reasons & rationality through the holistic analysis of the beliefs, knowledge, evidences and sources of information (Mulier and Chambers, 2017).      
Steps in critical thinking:
· Knowledge: Gathering knowledge about the problem, evaluating whether it is a actual problem and assessing the rationality of solving these.
· Comprehension: Understanding the issues and facts related to the problems through gather & evaluating information by applying appropriate research methods.
· Application:     Applying what was comprehended through approaching the creation of the link between the core issues and the gathered information. Mind map can be used to develop the link or relationship between the core issues & problems or to choose the best alternative approach to move forward.
· Analyze: After gathering information and building relationship between the core issues, managers can use cause & effect diagram to find the causes & the impact of these and to prioritize the issues based on their impact.
· Synthesis:   After prioritizing the issues, possible solutions should be analyzed through assessing the SOWT of each solution so that the best possible solution can be selected.      
· Take action: In order covert the critical thinking into action, a action plan should be implemented and monitored until the objective is achieved.       
How critical thinking & innovation assists in problem solving at Sainsbury’s Plc?
A simple example can define the importance of critical thinking & innovation based problem solving that has been helping Sainsbury’s Plc in keeping its 2nd leading position (16.4% market share) in the grocery retailing market of the UK. Sainsbury’s was facing two problems that had significant impact on reducing market share of the company and in increasing the operation costs & inefficiency.   
As the market share was reducing, Sainsbury’s Plc was started with the identification of the reasons for such reduction and found the raise of the online retailers and the change in the buying behaviour as the reason. As a result, then the company decides to strengthen its online presence and evaluated man alternatives like acquiring a online retailer or catalogue seller, improving own website or initiating virtual store.  Considering the long term impact the organization acquired online catalogue seller Argos and initiated virtual stores letter. Now, the company is leading the online grocery retailing segment.
Besides, Sainsbury’s also invented the concept of direct sales which leads to the reduction of the operational & supply chain cost and thus helps to regain the customers from the discount retailers like Aldi. This was the result of the critical thinking about the reason for reduction of the market share, evaluation of the sources or problems & solutions and innovation of direct sales concept.                
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Political Factors:  In this section, the impact of govt. intervenes like tax, trade restrictions, tariff & diplomatic decisions are generally considered.  The major govt. decisions that are important for the operations of Sainsbury’s Plc includes the BREXIT, increased liability imposed on the retailers by the UK heath department & Food & safety law and the more rigid terms imposed on retailers by the govt. with an intension to protect local suppliers. Due to Brexit, The organizations’ earnings from the countries in the EU zone will taxed at the higher rate than others. Besides, the capability of importing from the suppliers located at countries in the EU zone at low cost will be reduced. The dominance of discount retailer from the countries from EU will be reduced to some extent as they are none being taxed at the higher rate (Ackoff  and Ackoff, 2016) . The risk to the exposure to the safety issue is increased as the liability of the retailers besides the producers is increased as law stated.                 
Social Impact: The main social impact is the change in the buying behaviour of the customers who now provide more weight on the comfort of shopping while making buying decision. This has increased the opportunity of the online retailers (15% of the industry sales generated through online platform (BBC News, 2017). The market size is also increasing due to the increase amount immigration during the recent years.  
Economic Factor: The depreciation of the £ against euro and dollar will increase the actual volume from the units of the organization in the overseas. On the other hand, due to slightly financial distress period, customers are now forced to focus more on the low price than commitment to quality.          
Technological Factors: The disruptive technological innovation for the sector like virtual stores, direct sales etc are creating more scope for the retailers who have strong online presence. The strong online platform is also facilitating the retailers to ensure more comfort to the customers & to attain high loyalty. The innovation of direct sales facility is also facilitating with the low supply chain management cost. 
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It is apparent that the Sainsbury’s Pc has made a good investment decision in order to initiate the virtual store facility, develop direct store facility and acquire the online catalogue seller Argos. This is helping & will help the retailer to increase the market share as due to the improvement of the technological platform and change in the buying behaviour of the customers, the industry sales through the platforms is expected to increase (currently 15% of the industry sales) (BBC News, 2017).
But the few things should be addressed. One of which is to focus on sourcing from the local suppliers as due to BREXIT the procurement cost from the suppliers from EU zone will increase and will result in the squeezing of the profit margin. Different alternatives such as strategic alliance, short-term commitment or acquiring are available as the way to form the collaboration with the local suppliers.             
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Employee Behaviour:  Employee behaviour can be defined as the way employees in an organization interacts with one another and the way they response or reacts to a particular situation.  Employees’ behaviour in an organization is generally shaped by individual values and organizational culture.
Types of Employee Behaviour:    The two major types of employee behaviour are task behaviour and counterproductive behaviour. Employee who expresses task behaviour in the work place is treated as the task performers and team workers. They focus more on the accomplishment of the goals and timely accomplishment of the tasks. Besides they prefer working in a team and prefer to work closely with the team members, customers and to other stakeholders (Basadur et al, 2016).     
On the other hand, employees who carry the intension to harm the organization generally express counterproductive behaviour. They are a generally unsatisfied worker who doesn’t any response like leaving the job rather engage in objectionable and unproductive activities.  They are dangerous to the organization as they may spread the shortcomings of the organization or try to influence the organizational culture.    
Key techniques to influence employee behaviour available the managers
Organization Culture Shaping:  Managers of an organization plays vital role in shaping the organizational culture which have significant impact on the employee behaviour. Managers should promote team working culture, performance based & customer-driven culture to encourage the employees to work closely and to develop the sense of helping each other.   On other hand, customer driven culture encourage employees behave rationally with the customers.    
Compensation, performance assessment & Recognition System: Managers should design a compensation scheme that recognizes the effort, hard work & learning desire. IPRP & Contribution related pay can be effective to ensure that. On the other hand, Team based pay will promote the team working environment. The organization should also should use a 360 degree approach to assess performance so that the employee work closely and behave fairly with all of the stakeholders with whom they have to deal.       
Leadership & Leading By example: The leaders should ensure that all of the employees are treated equally and none is burdened with high work load. To influence the behaviour leaders should lead by example e.g. mangers should at first focus more on the organization wide goal while making decision in order to except that employees will do so.
Quality Communication Technology: Organizations should make the communication process less complicated by improving the communication technology platform. The platform of communicating & dealing with the external (suppliers, customers) or internal stakeholders is improving day by day which is making it easier for the employees to focus on the communication and closely working. But managers should aware about the fact that employees are properly trained or skilled enough to deal through the technological platform.   For instances, the facility of team meeting through videoconferencing is promoting the team worker behaviour among the employees.   
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How communication technology is supporting the operations in Sainsbury’s Plc?
The online platform and mobile apps improved the way Sainsbury’s Plc collects orders and communicate with the customers. This helps to improve the customers’ satisfaction as the customer complaints or inquiry response rate is increased and the response time is reducing. Besides, customers are now experiencing comfort while making shopping through the use of “click & collect” option. The online platform also increase the coordination of the activities done by the sales team and resource allocation team as the data regarding sales track provided by online platforms help to make a balance between demand & supply. 
Besides, the intranet & direct sales opportunity improves the way of dealing with the suppliers and improved the inventory management by providing an easy platform through which suppliers can track the inventory level. This also reduces the operational costs (e.g. inventory managed by the suppliers) and improves the supply chain management capability.       
For internal communication, the in-store Wi-Fi and intranet platform improves & promotes the internal communication within the organization. This also improves the decision making speed. As such, the customer support team can easily transfer complains to the related segment so that this can be solved as early as possible and immediate action can be implemented.   
Key Advantages & Disadvantages of using Information technology  
Advantages:
· Increases the speed of communication and facilitates the increased availability (e.g.  Increased inquiry response rate and reduced time taken to address customer complaint or low response time). Besides, this also improved decision making process through the facility like attending meeting or directing from remote place.  
· Reduction of cultural gap and more facility of conduct the monitor the operations in the foreign country  
· Reduction of the operational costs (e.g. customer support service cost, sourcing or supply chain management costs) etc
Disadvantages:  
· The communication with the customers & suppliers and the transferring of internal sensitive & important information through electronic or online media is facing security related issues. The threats are posed from hacking or information leakage issue. This can result the leakage of strategic information or personal data.
· The use technology is also increasing the risk of professional misunderstanding due to the lack of the opportunity or intension to reconfirm. As such, misunderstanding the command of the leader, the complaints of customers etc.
· The use of ICT is also increasing the operational cost like technical platform maintenance cost & employee training costs etc.          
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While preparing the report it is assessed that the importance of structured approach employing critical thinking and promoting innovation is not substitutable in solving individual, team-level or organization wide problems. However, based on the analysis the management of Sainsbury’s Plc is recommended to consider all the alternatives to focus on the procurement from the local suppliers and to employ critical thinking & innovation while identifying, choosing & implementing the best solution. 
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