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EXECUTIVE SUMMARY

The scope of this report is to discuss a broad perspective of problems arising at work as well as discussing the possible solutions to these problems.  In addition, to improve the standard of life within the workplace, the report will have to spot and list the attainable alterations, which will be taken to rectify many dilemmas, or problems that will arise within the work environment.  

INTRODUCTION

According to The Office of National Statistics, in 2016, 34 million days were lost to sickness absence (ONS, 2016). Stress, depression and anxiety were one of many reasons as to why employees called in sick. This report will look into how problems within the work environment can cause unnecessary stress, which gradually leads to taking time out of work. This report will look at the many possible outcomes from the tools and techniques used to resolve problems arising at work. This report will contain the Fishbone and Force field analysis to help analyze and resolve the problems at work. 

SELFRIDGES

Selfridges & Co. is a well-established luxury department store that has proved to be a leading company in the retail industry. They have four branches in the UK, one of which is the second largest in the UK. Selfridges won the popular ‘Best Department Store in the World’ award for three consecutive years (2010, 2012 & 2014).  Harry Gordon noticed a gap in the market in retail trading. Harry bought over a shopping experience from America to the United Kingdom by opening up a department store on Oxford Street, promoting shopping for pleasure as opposed to a necessity. 

In March 2015, I was hired to be a Deputy Manager for the Safe Deposit department within Selfridges on Oxford Street. I was responsible for managing a team of five and the day-to-day running of the safe deposit department. The safe deposit department had been built into the building as an additional service to offer to the clienteles of Selfridges. For an annual fee, the safe deposit department has various sizes safe deposit boxes available to hire. Customers can arrange to store their valuables or important documents in the safe deposit boxes, which is held in the strong room. Customers are given a key to gain access to their safe deposit box by signing in every time they come to visit their box. No prior arrangement needs to be made to visit their box. Customers can come and view their contents in their safe deposit box during the opening hours of the department. 

Effective leadership is evident as a vital element for optimal team performance (Fransen, Katrien et. al., 2018). Managers have a role to help inspire and motivate change. The manager does this by enabling their team to voice their sense of vision and what they would like to envision for their department or for themselves as a team to evolve. Managers also have to set a good example in how to be a good team player/role model at work. “Leaders are paid more than others, have more responsibility..” (Morgan, 2017). This statement indicates how leading colleagues can be demanding and comes with substantial responsibility. Those who desire to climb the career ladder will view this opportunity as rewarding and a good opening to management. However, there are those individuals who would opt to take the undemanding option and not choose to be a manager, whom is in charge of certain tasks that may come with a level of pressure, difficulty and risk.
SAFE DEPOSIT
During my initial week at Selfridges, I was prompt to spot an array of issues I wished to tackle within the safe deposit department. My immediate concerns were:
1. The safe deposit department was very out-dated including compliance in paperwork and also the décor of the safe deposit department
2. One very difficult member of staff
Selfridges occupy a little over four thousand safe deposit boxes in varying sizes. For many decades, Selfridges have offered this service in the most discreet way possible.  The customers within the safe deposit department in Selfridges have become a community. As Selfridges do not advertise or promote this service, existing customers share this service through word of mouth. Therefore, it is only friends and family members of existing safe deposit box owners who know about this service. 
Selfridges is predominately known for their marketing through their window displays. The main purpose of the window displays is to entice tourists and visitors into Selfridges. At a first glance, the window displays will appear to be very modern, extravagant, lavish and loud. This will resonate throughout the entire store. When you walk around Selfridges, it appears to be very modern and very current. This does not continue in to the safe deposit department. The safe deposit department is located on the lower ground floor near the home section. Inside Selfridges, there are no signs to direct you to the safe deposit department.  A new customer of the safe deposit department would need to be directed via the information desk or contacting customer services prior to their visit. This is because 80% of the staff that work within Selfridges is not aware there is a safe deposit department located in the store. 
A customer’s initials thoughts on the department may be that the department has been neglected. The department does not have a lot of care or attention to detail. It is very evident as you take a closer look at the department, the wallpaper has become discoloured over time and in places it is peeling off the wall.  The wallpaper has not been changed as no one has felt the need to prioritise this. Although, there is a slight vintage and authentic feel to the department, some areas of the department definitely feel neglected. Furthermore, the carpet has not been taken care of since the safe deposit department experienced a small flooding issue. Therefore, the stains the carpet has endured throughput the many years is very visible to the eye and does not look very appealing. The viewing rooms have not been furnished or been looked after very well. However, as the safe deposit department is as old as the building, the authentic feel to the department makes it feel very unique and shows the customers its originality. The original safe that stores all the safe deposit boxes was built into the structure of the building when Harry Gordon first started planning on the infrastructure of the building. 
FISHBONE DIAGRAM 

One analysis tool that can be used to find the cause and the effect of a problem is the Fishbone diagram (Ilie and Ciocoiu, 2010).  Also known as the Ishikawa diagram after the founder Kaoru Ishikawa, the Fishbone diagram will help overcome many root causes to any problem and will also help develop innovation in the due process.  I have drawn up a Fishbone diagram to tackle the current issues that exist in the safe deposit department. 
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FINANCIAL HISTORY

The above Fishbone diagram brainstorms the possible root causes as to why the safe deposit department is very old fashioned and has not been made current. One of the main issues is the department does not have anyone that has financial background to lead the department into the correct way it should be functioning such as following up on procedures when customers have not paid for their safe deposit boxes.  For many years, private firms who have had safe deposit boxes have not been regulated as well as the financial industries. This has therefore given firms to have a relaxed approach to how clerical work has been carried out in order to hire out a safe deposit box. 

Selfridges have managed to maintain a signing in system for safe deposit boxes, dating back as far as when the store first initially opened in 1906.  When customers desired to open a safe deposit box, the only requirement to hire one was a customers personal details. There was no regulation in place at that time to carry out checks to see if you were a known affiliate to terrorist groups or organizations. . The only people who could afford to hire such safe deposit boxes back in the early 1900s were the middle class or wealthy society and international customers. Therefore, customers were assigned safe deposit boxes without a thorough process. Customers only needed their signature to gain access to their box. Once signatures matched to the signature on file the Custodian would allow access into the strong room in order for the owner of the safe to gain access to their safe deposit box. In time, the Business department within Selfridges advised that a photographic image of the customer should be attached to the information card of each safe deposit box. This would help verify the customer to their safe deposit box along with their signature for further security measures. 

In current times, new regulations have been passed within the financial industry as forgery and fraud have taken form. An identity verification check was assembled to help financial and private firms verify identification being supplied by customers was authentic. This is called a URU check. This was finally introduced into Selfridges in 2010 to help them prevent money laundering and verify customers who were purchasing expensive items were in fact authentic. In order to complete this check, customers would have to bring in their passport and a proof of address. The custodian would then take photocopies of the identifications provided and hand it over to the business department whom were qualified to run the URU check. 

To open a safe deposit box the process takes roughly just over 7-10 workings days in order to get the paperwork processed. This is mainly because only staffs from the Business department are qualified to run the checks for the identifications and would only visit the safe deposit department once a week to collect any copies of identification that needed verifying. Once identifications were processed using the URU check it would be bought back down to the safe deposit department. This would allow custodians to arrange a convenient date to bring the customer back in to finish off the process of hiring out a safe deposit box. All in all, this process was very lengthy and was not very efficient. 

POOR MANAGEMENT

All successful managers at any level believe they have to progress their employees they oversee (Orth and Wilkinson et. al, 1987). A manager has the ability to develop their own skills and capabilities by assisting their own employees to advance their skills and capabilities. This will help the manager progress further with their career and also be recognized for their skills as a manager.  The safe deposit department in Selfridges falls under the customer service umbrella. When the previous manager left their position, the manager position was given to an existing customer service manager. This manager had no financial experience but had a lot of customer service experience. So this manager had to always refer back to the business department within Selfridges for advice because he had no experience or knowledge of what to do in certain circumstances, for example Power of Attorney. For many years the safe deposit department lacked suitable management because the manager was always required to be in customer service so therefore could not always be a suitable manager for the safe deposit department. This meant that the staff in the safe deposit department was left to use their own initiatives.  

The existing manager has not been able to move the department forward as the manager does not have any relevant experience in the financial sector. Therefore, the department has been stuck in the old era with the clerical work and practices. There has been no compliance for any of the paper work or procedures carried out in the safe deposit department for many years so therefore if anything was to go wrong then Selfridges as a company would suffer terribly. 

DÉCOR 

Michael A. Jones states in his journal that shopping can be fun (Jones, 1999). This all comes down to the décor and ambience of the store. It plays a vital part in the customer’s experience when they visit a store. The décor can greatly aid a store, as it can help generate further sales and also promote future sales. Selfridges are known to have very elaborate décor running through out the department store but the décor in the department store does not continue into the safe deposit department. The ambience in the safe deposit department feels very out dated and at times it can make you feel that you have stepped back in time. The scratching and inking’s of customers left inside the viewing rooms show how staff have let standards slide and have stopped taking care of the department. 

The carpet shows many years of neglect, as stains from over the years have built up and are very visible to the human eye. The safe deposit department is not customer friendly. There is no seating area or waiting area inside the department. As a whole, the safe deposit department does not feel welcoming and does leave a bad impression of Selfridges. 

MONEY 

A budget can be defined as a plan to arrange how the income will be distributed (Talib and Ismail, 2017). The safe deposit department did not have a lot of expenditure. Apart from the running costs such as wages and electricity, the safe deposit department was running on a bare minimum expenditure. As this report has stated, the décor is old fashioned and disintegrating. Everything in the safe deposit department looks old and worn out, from the filing cupboards, to the wallpaper and the paint a different shade to what it was originally. For many years, funds were not invested back into the safe deposit department because there was no manager or anyone qualified to take the safe deposit department forward and make it more relevant and current. This included updating how paperwork was being completed and practices being carried out in the department. 

In order for the safe deposit department to move forward, the whole department needs a facelift. For this facelift to happen and be put into motion, a detailed plan needs to be designed to highlight how the safe deposit department can be refurbished and bought back with a new facelift. This plan will also need to include how the paperwork will need a refresh and look more professional as opposed to simple and basic. The paperwork should demonstrate existing regulations and compliance to make customers feel at ease and also make Selfridges look professional. The plan should also outline an updated refurbishment of the department to continue the modern décor through out the entire store. This plan should also look into possibly hiring another manager with more extensive relevant financial background. This will assist the safe deposit department immensely as the department will have an experienced mentor to help them guide their way through this huge change. 

STAFF TRAINING 

An experienced manager is able to judge when a staff member is lacking knowledge or experience and direct them to the right path (Webb, 2018). Training can help develop employee’s existing skills and can take them from being a beginner to an expert. Training can also help an employee’s development. Development within an employee can be beneficial on a large scale, not only for the employee but also for the team and the company itself. A Selfridge’s employee hired to work as a custodian in the safe deposit department is given the normal customer service training and also how to function within the department. As the department has progressed, the custodians have not been given the relevant training and have therefore have not been going out their way to take the safe deposit department to its full potential. 

With the correct staff training, the custodians could be given a boost of confidence with more responsibility and also take more charge of what goes on within the department as opposed to waiting around for the business department within Selfridges to come back and forth with the required paperwork. Therefore, this could eliminate many tasks carried out by the business department within Selfridges and also reduce the time carried out to hire out a safe deposit box by a new customer. 

RESOLUTION 

It is very clear that the safe deposit department would benefit highly if there was a qualified manager to take the department out of its old practices. A manager would benefit the safe deposit department, as the custodians need to have a mentor to look towards when there are uncertainties of any new practices as opposed to always calling up the business department do you always have to say within Selfridges for assistance. The new manager will help the safe deposit department design new literature for the department as the old stationery is very outdated and has old information. The new literature will help show off the new facelift for the safe deposit department. 

Selfridges should also look to review the prices for hire of the safe deposit boxes. Research suggests that, Selfridges are charging a lot less than their competitors. This would help boost their income for the department and help re-invest more money back into the department also. Additional training needs to be given to the custodians about the financial sector. This would benefit them greatly as it would help them understand why certain practices are carried out and also to gain more confidence in dealing with customers using their own initiatives. 

SENIORITY 

It is known that a lot of women work within the retail industry, as it is flexible and can work around their schedule (Zeytinoglu, Seaton et. al, 2005). The retail industry is seen to be casual work, as it does not require a lot of responsibilities and can work as an escape from the responsibilities that awaits at home. When I first joined Selfridges, the manager in the safe deposit department trained me. I was given a run through of all the tasks I was responsible for and given a perspective of what the manager felt about his current team. I was made aware of one particular staff member who was known for being very difficult. Upon this information I made it a priority to get to know the team and find out their expectations, how they felt about their roles and also about the department in general. As I organized meetings individually with every member of the team, I found it particularly difficult with the one member of staff. When I did manage to find a time to sit down and discuss matters with this member of staff, I would receive one-worded answers or hardly anything at all. This made it very difficult to work with this particular member of staff. She proved to be very challenging and also not co-operative. 

FORCE FIELD ANALYSIS 

Dealing with staff can be very tiring. Dealing with difficult members of staff can be even more stressful make an impact on your patience. As a manager, you have to be make sure you take the relevant steps and changes to help the staff member be more involved and also show them how their actions effect the team and department. Before I could tackle this issue, I brainstormed using the Force field analysis as to why this member of staff was not being co-operative. The Force field analysis pushes development by designing a plan to overcome the hurdles and maximizing the driving forces (Harrington, 2016). This analysis helps you to improve in the necessary areas and exploit all the advantages working for you.

BETTER ALL ROUND SAFE DEPOSIT DEPARTMENT IN ALL ASPECTS
	FORCES FOR CHANGE
	FORCES RESISTING CHANGE

	Better team
	“Old attitudes”

	Increase in wages
	Customers resisting change

	Staff training
	Being comfortable

	Out-dated literature
	Not a lot of work to do

	Increase profitability
	

	Financial regulations
	



The Force field analysis helps you to decide whether to go for or against your desired goal. The Force field analysis only emphasises how important it is for the safe deposit department to be more current so it can keep in line with regulations and also be a better and suitable competitor. The changes also highlight how it can be good for the survival of the department. As the member of staff continued to show no support for the changes, I organised a meeting to demonstrate how the safe deposit department would be progressing and what would be required of them. I used the Force field analysis to emphasise why the changes were vital. This helped show the difficult member of staff why change was necessary and how the new changes could improve their day-to-day responsibilities and add variety. The increase in wages would support the extra responsibilities that were being added to their existing roles but also shows development within their skills set. 

CONCLUSION 

The force field and Fishbone analysis illustrates how important it is for the safe deposit department to change in all aspects of the department. If the member of staff continues to look being resistant towards the changes then maybe it should be considered that they transfer to another department, which suits their needs. I would recommend that Selfridges hire a qualified manager who has had vast experience in safe deposit to help Selfridge’s safe deposit department and the existing deputy manager, transition to a more current environment. Although, Selfridges have not suffered many complications, it is very well known that within the financial industry at any time anything can go wrong and it is always better to be safe and cautious and taking the necessary steps to cover yourself.  
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