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Executive Summary
The proposal is developed top help seek a solution to the continued Revenue Loss at Well Fargo company that has been experienced due to the sales scandal that happened at the company more than two years ago. The proposal starts by stating the problem statement in which the company has experienced many issues mostly laying off of employees that have resulted due to the problem of revenue loss. The proposal conducts an interview to determine the best solution to the network. The research uses 100 current Wells Fargo employees who are requested to provide as much true information as possible. The results find that customer importance, service quality, and production efficiency respectively re the three most important solutions to revenue loss. Next, the proposal provider the stakeholders' analysis benefit in which, all the company’s stakeholders contribute to the implementation of the solution to revenue loss is discussed. Each of the stakeholder's course of action is discussed to ensure that everyone is much involved in the implementation of the solution. Next, the proposal providers the change management plan which provides all the steps that will be undertaken primarily in awareness creation, approval, and authorization of all the solutions to revenue loss problem. The implementation methods are also discussed in this proposal where all details about how the solution will be implemented are provided. The last and most important this discussed in this study is the evaluation of the success of the implemented solutions where all the details that will be used to evaluate how successful the solutions are discussed.
[bookmark: _Toc7846738]Purpose Statement
According to Wells Fargo’s financial report, its revenue fell across all its major businesses in the last quarter (when closing the year 2018) as it continues to work through it precise consequences of wayward sales practices at its consumer bank. The general purpose of this proposal is to seek solutions to the continued revenue loss at 	Wells Fargo that has resulted from the sales scandal the company had (Teo & Kimes, 2019). The company is still much struggling to regain its footing since its sales scandal that happened more than two years ago when the Bank’s employees had opened millions of fake accounts in customer’s names without their consent. The study carried out to complete this proposal involves an interview with 100 Wells Fargo employees to provide their precise suggestions on the best solution to revenue loss. 
[bookmark: _Toc7846739]Problem Statement
As the company revenues shrink, the company leans on cost cuts. The management has been trying different efforts to reduce the intensity of the problem such as centralizing the risk controls, overhauling employees’ compensations and even pushing for a rewarded customer focus on the customer wellness in addressing the underlying problems. Some of the changes that the company has engaged in that are hurting the company revenue include sending alerts to customers with real-time low balances to help protect them from overdraft fees (Tayan, 2019).  
Many reasons ha lead to the problem of revenue loss within the bank. The management has used different sticky notes to help in identifying each item that is believe to be a cause of the revenue loss problem. All stakeholders including employees have been much supportive to this. Below is a precise description of the sticky notes;


Lack of performance standards

Low compensation 
Systems are frequently down
Lack of career path
Lack of performance feedback
Lack of employee training
No leader training
Systems hard to use

Lack of procedural support tools



Lack of training



Due to the revenue losses the company has been experiencing, the bank’s shares fell 1.5% to close to $47.67 during the last quarter. From the ends of last year financial reports, the company overall quarter four profits of %5.71 billion or %1.21 per share were less one percent from the previous year (2017) which was %5.74 billion or %1.16 per share. Revenue fell 5 percent to $20.98 billion. According to the same financial report, $432 million loss in operating cost were incurred from legal costs, customer remediation, and regulatory penalties (Cavico & Mujtaba, 2017). 
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Revenue loss has also made Wells Fargo owe less tax in the future on income from a set of all its businesses including mortgage servicing where revenues are much recognized at different times. This is much different from what happens and is currently happening in the other Large US companies since they likely report on-time charges related to the tax law. Due to the continued revenue loss, well forgo recently in February this year announced their plan to lay off about 1,000 of its employees in the US. The employees affected have already gotten a 60-day notice. The spokesman of the bank had earlier announce the bank's previous plan of reducing its total workforce by 5 percent to 10 percent across all nations. It the revenue losses persist, between note and 2020, the company may lay off more than 25,000 employees (Kostry, Malloy, Wang & O’Rourke, 2017).
To be able to identify some of the solutions necessary for this problem of revenue loss, I was able to sort ideas into themes based upon commonalities as shown below;
Progression
Leadership
Systems
Compensation and Benefits

Employee Training and Tools

Lack of career path
No leader training 
System hard to use 
Lack of employee training 
Low compensation 



Lack of performance feedback 
System frequently down 
Lack of procedural support 
Benefits too costly 


Lack of performance standards 




[bookmark: _Toc7846740]Data and Research Findings
A Sample of Wells Fargo's 100 employees was interviewed to determine the most preferred solution and to loss of revenue that the company is currently experiencing. The respondents had varied opinions of the proposed solutions to the loss of revenue. Additionally, data concerning the solution to miscommunication was sought from the employees also. Each of the respondents was provided with the liberty top provide what solutions they thought could be the best to this problem. During the interview, noticed that the employees were much willing to provide feedback. Employees were much concerned about the organization revenue loss since they understood it affected them in one way or the other. Additionally, some employees also agave other suggestion to us that could help us in advising the stakeholders on the way forward. All the respondent wanted the company stakeholders to understand that the problem of revenue losses was also hurting them as employees and they needed to be included in the efforts of addressing. Below are the responses of the interviewed respondents;
Table 1: Solution to Loss of Revenue
	Solutions to Loss of Revenue
	Respondents

	Customer Importance
	44

	Production Efficiency
	15

	Services Quality
	19

	Employee Satisfaction
	12

	Cost Effectiveness
	10

	Total
	1000


The data in the table above indicates that majority of the respondents (44) indicated that customer importance is the primary solution to the loss of revenue while the minority (10) indicated that cost-effectiveness is the best solution of revenue loss problem. 15, 19, and 12 of the respondents indicated that production efficiency, service quality and employee satisfaction respectively are the best solutions to the loss of revenue. 
On the other hand, the respondents were asked to provide their views of the most effective solutions to miscommunication within the back that mostly lead to non-valuation of customers. The respondent’s responses are as indicated in the table below;


Table 2: Solution to Communication
	SOLUTION TO MISCOMMUNICATION 
	PERCENTAGE

	Occasional Communication
	20%

	Responsible Employees
	15%

	Clarity of directive information 
	40%

	Proper Listening Skills by the worker
	17%

	Effective communication Medium 
	8%



The table above shows that majority of the respondents (40%) indicated that clarity of directive information is the best solution to miscommunication while a minority of the respondents (8%) indicated that effective communication medium was the best solution to miscommunication. 20%, 15%, and 17% indicated that occasional communication, responsible employees, and proper listening skills by the worker respectively are the best solutions to miscommunication. The results are unillustrated in the figure below. 

[bookmark: _Toc7846741]Proposed Solutions
The primary solution to address the loss of revenue problem in Wells Fargo that is proposed by this proposal is Customer importance. The bank should be in the front line to protect all its customers but not exploiting them. During the sales scandal, well Fargo’s employees exploited the customers to a greater extended hence violating customer importance. One of the advantages of customer importance is that valuing the customer would increase the bank revenue. Additionally, valuing of customer helped the bank to expand its business more and more. One disadvantage that is associated with customer importance is that sometimes the bank employs to try to perform poorly since they put much concentration on customer importance hence affecting what they need to undertake daily.  
Service quality is the second best importance solution to revenue loss. Every employee of the Bank should work towards encouraging they provide the best services to all the Bank customers. The bank has numerous activities that are done daily. The advantage of service quality is that it helps in retaining its customers. Additionally, service quality helps the company to make good revenue. One disadvantage of service quality is that more concentration on service quality will require hider development and other factors that affect within then banks.
Production efficiency is the thirds best solution to the loss of revenue problem. The banks also need also o put an eye on the production parts as it progresses with all this to ensure that there are efficient and effective products throughout the firm. Production efficiency ensures that the service that the bank generates such as loans are readily available every time the customers’ needs them. This concentration will deviate much of the bank attention hence making the bank generate more profits. The disadvantage associated with these solutions that there are only limited production areas within the bank; thus much investment in it will lead to higher banks operating costs hence leading to losses. Below is a graphical summary of the solutions to the lost revenue problem.



[bookmark: _Toc7846742]Stakeholders Analysis and Benefits
Wells Fargo has several stakeholders who have a precise role to play towards the implementation of the three best solutions to revenue loss problem. All the bank stakeholders need to be incorporated in the implementation of the solutions to ensure that any required precise correction is done before the implementation is excited. The company stakeholders established an overall set of responsible leading principals for their consumer’s credits that precisely applies to all the Banks' customers lending products. These leading principles can help the company revenue grow more precisely if customer importance, service quality, and production efficiency solution are incorporated. Customer importance, in this case, can be utilized by ensuring that every customer that shows up for and the lending product is treated well as well, as giving n the background information of the lending product that they could need. Service quality, on the other hand, can be achieved by ensuring that the customer gets assistance in all processes that are involved in obtaining the lending product. Lastly, production efficiency would be precisely achieved by ensuring that the customers have access to the lending product at they need in good time.
The newly introduced stakeholder who is the director of corporate social responsibility also has a huge task to play towards the implementation of the three best solutions to revenue loss. This stakeholder within the bank palsy a  significant role. The stakeholder of the bank, in this case, need to precisely implement the three solutions to ensure that the reputation of the banks stays one positive role hence enduring success of the company stakeholders. To achieve the production efficient solution, the stakeholders need to initiates various changes at the stakeholder’s point of production. Additionally, the corporate social responsibility stakeholder needs to development framework to address the issue to help in the implementation of customer importance. This could help much in ensuring that every customer who visits the bank is well treated. This stakeholder strengthens culture and raises ethical standards in the efforts of implementing service quality. The stakeholder, in this case, the reputation if the company much via transparency. Transparency within the company could contribute much towards the implementation of the solutions to revenues loss problems. Before the precise implementation of the solutions of lost revenue, the stakeholders should be able to evaluate the already existing practices within the bank that were first adopted in the efforts to correct the issue that arise from sales scandal.
The other stakeholder within the bank that is the national community re-investment coalition also has a significant role in paying towards the implementation of the solution to the revenue loss problem. An investment that could help people live work and thrive as well as make a long-term partnership would precisely help in the implementation of the service quality, customer importance, and production efficiency solutions of the revenue loss problem. Generally, all stakeholders shooed, work more closely to ensure that the three vest solutions are implemented. Each stakeholder should bring up their ideas as well as propose any essential changes to the bank’s practices that could hinder the implementation of the solutions is changed. 
[bookmark: _Toc7846743]Change Management Plan
To initiate the change or the implementation of the proposed solutions to the bank, a change request has to be generated. The change manager within the bank is responsible for initiating the change. The change request needs to be evaluated and approved by the bank stakeholders. The evaluation and authorizing of the change request could consume a lot of time since it has to pass on the hands of several individuals within the bank. First, the bank management needs to evaluate the change request and determine how effective it would be to the bank. Next, other stakeholders including custom representatives will have access to the change request and be well trained. After their evaluation, they will have to authorize it the way the management does. The change request also has to pass through the change control board which precisely consist of a group of stakeholders who are responsible for improving and rejecting any changes to the bank strategies. The discussion on the validity of the proposed solutions to the revenue loss problem would be fixed within their busy schedule and an agent or emergency discussion that they will have to utilize the minimum time possible. For any change to be effective, there has to be various individual’s within the organization who are responsible for various functions. The change manager will be responsible for creating awareness to all the bank stakeholders of the change that is almost to be implemented to the bank. Additionally, the bank project manager would be responsible for seeking authorization from the bank's regulators since there all banks operations are restricted. Lastly, the change plan will be signed by three highly raked officials. 
[bookmark: _Toc7846744]Implementation Methods
The implementation of the solution of the revenue loss problem to Wells Fargo will be carried out in several steps. Firs, after all the organization stakeholders agree, the goals of the solutions will be developed. The goals will be much helpful in the future evaluation of the progress of the implemented changes. Next, an assessment of confirmation to the bank rules, roles, and other tools. This is done to ensure that there is no much variation s caused by the new changes.
Additionally, the changes being implemented should be should also conform to the organization rules of performance. Next is the development of an action plan that precisely shows the future of the organization that is being installed. The actions plan will also be useful during the evaluation of the progress of the solutions will have done soon. The next step of the implementation plan is the implementation of an action plan that could much help in ensuring that all the solutions of revenue loss are proposed to undertake without much waste of resources. The course of action implementation is via the specific deliverable for each of the proposed solutions. The implementation of the action plan calls for the effort of every individual within the bank to ensure that the solutions are successful. An awareness week would be created within the bank to ensure that those involved with the proposed solution to the revenue loss problem provide the details of the solutions to all other individuals within the bank. Additionally, the implementing team should much incorporate the customers in these solutions since they are the primary source of business to the bank and needs always to be aware of any planned change to the business.  
[bookmark: _Toc7846745]Evaluation Success
After any change has been made to any organization, an evaluation of the success of the change has to be made. I this case, the evaluation will be done three months after the implementation of the solutions to revenue loss to the business. A committee will be forced which will oversee to what extent each of the proposed solutions has achieved its intended goal. They will evaluate one solution by in to see the one that is more effective than the others. The first measure the evaluation committee in which project manager and the change manager will be members will be sampling customers to identify how they recently feel being treated when they visit the bank. This will be in line with customer importance solution. Secondly, the committee will have to sample the customers to determine the waiting time they are currently waiting for service delivery. This will be in line with service quality. The present waiting time should be compared with the pat time. Next, the evaluation committee will have to go through the loan book to see the current loans that have been issues as well as mortgages to determine what the production efficiency solution has been effective. As the committee proceeds with the evaluation. They will also engage themselves in activities of establishing alternative reinforcements for the proposed solutions. Additionally, the committee will report how successful the bank. The committee will also recommend some other strategies that they can utilize to ensure that the proposed solution intended goals are achieved. 
[bookmark: _Toc7846746]Conclusion/Call of Action
In conclusion, I would like Wells Fargo’s stakeholders to precisely implement the proposed solution stepwise that is at a different time interval. They should start with the implementation of the most important according to the research finding that is start with customer importance, followed by service quality and production efficiency. The stakeholders should also seek for different funding for each of the three since demand a lot, and the three of the solutions are long term. Lastly, the stakeholder needs also to involve each as every individual within the bank operation from the management to the customers and ensure that they gain support from all during the implementation of the proposed solutions. 
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Solution to Miscommunication

PERCENTAGE	Occasional Communication	Responsible Employees	Clarity of directive information 	Proper Listening Skills by the worker	Effective communication Medium 	0.2	0.15	0.4	0.17	0.08	
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Selected Financial Information

‘Quarter ended
Dec 31, Sep 30, Dec 3L,
(in millions) 2018 2018 2017
Total revenue $) 6,926 7,304 7,440
Provision (reversal of provision) for credit losses. (28) 26 20
Noninterest expense. 4,025 3,035 4,187
‘Segment net income 2,671 2,851 2,373
(in billions)
Average loans 4702 462.8 463.5
Average assets 839.1 827.2 837.2
Average deposits 4216 465.7.





