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Scenario: Amazon is Disrupting Major Supermarkets
Issue One
Poor online customer service is one of the main issues affecting Woolworth supermarket. Furthermore, online clients complain about the inefficient communication between them and customer care. Coordination between customer care and the customers is not effective since the customers cannot get timely feedback. As a result, countless customers prefer purchasing from other markets including Amazon (Zulu, 2020). This issue has a significant impact on Woolworth because the supermarket loses its customers to competitors. For instance, in Australia, Amazon Company is expanding its market share which threatens other e-commerce firms such as Woolworth in Australia. It experiences significant sales and also retains its customers because of the quality of customer service.  In 2014, the profit of the firm reduced from 2.46 billion to 2.15 billion due to poor quality customer service (Verma, 2018). Additionally, the customers experience order delays making them cancel their orders. Computer error is one of the main causes of poor online customer services since the error disrupts the communication between the clients and customer care. For this reason, they do not attend to the clients at the right time leading to distrust. Many customers claim that some of the customer service personnel are arrogant since they do not appreciate the clients.  Similarly, some deliveries have missing items and poor quality food which the customers view as unsatisfactory. Courteous language is essential in customer services because it attracts more clients. 
Solution 
A proposed solution to poor online customer service includes understanding the problem and training the customer service team. Moreover, offering the right skills to the customer care professional is critical in solving the poor customer service in the company. A significant customer service enhances the connection between the company and the clients. Besides, before hiring and training, the supermarket should identify the individuals with appropriate skills. The firm should organize and plan training sessions to enhance the skills of the employees. Technical skills are essential in solving customers’ problems such as answering their questions faster. Some of the examples of appropriate skills include typing skills, operating the ticket system, and using live chat which is critical in customer service. On the other hand, Woolworth supermarket can incorporate other skills in training such as communication skills, patience and empathy, and knowledge (Zulu, 2020). These abilities enable customer care to handle client issues effectively. Besides, patience and empathy allow the client service representative to deal with frustrating customers. The communication skills enable the team to convey information effectively to the clients. At the same time, Woolworth can integrate the consumer decision-making process with the training to accomplish better results. 
Moreover, Woolworth should implement the solution in steps to ensure it is successful. Creating a client service vision is the first step when implementing the solution in the supermarket. The workers should understand the customer service vision to make them deliver quality online service. Also, the vision statement helps the team to comprehend their responsibilities in attaining the vision (Xu, Gao & Hammond, 2017). For example, employees at Woolworth supermarket should learn service recovery to enable them to solve break down issues of the systems that lead to poor service. Secondly, it evaluates and understands the consumer needs which enhances customer service delivery. The supermarket frequently fails to consider the customer needs leading to poor online customer service. Hence, the organization should investigate the consumer requirement to allow it to identify the limitations of customer care. It should strive to assess the needs and plan how to satisfy them. For example, the company can engage the consumers through social media platforms and forums, satisfaction surveys, and focus groups. The third step is hiring competent employees which involves recruiting workers with the right skill set. Woolworth should limit the worker interacting with the clients to those who can offer positive interaction. Setting goals for customer service is another crucial stage that includes formulating goals for accomplishing consumer satisfaction. The targets enable the employees to know what is expected of them (Verma, 2018). Consequently, the fifth step is training the workers on the service skills such as being responsive, system recovery, standards of service, answering phone calls, and meeting the customer needs. Woolworth should offer practical teaching to its employees to improve their customer service skills. The sixth involves ensuring accountability among the workers. The supermarket should ensure that the employees are accountable for attaining the goals of customer service. The last step of implementing this solution is recognizing and rewarding good service. The firm should adopt a system of rewarding workers for offering quality service. 
Furthermore, the implementation of this solution needs stakeholders’ involvement, cost, and timeline. The cost of training employees for online customer service is approximately 40, 000 dollars. Besides, the budget help in the whole process of customer service training. Activities in the timeline include creating a customer service vision, evaluating consumer needs, hiring employees, setting goals for customer service, training employees on services skills, and ensuring accountability among the team (Xu, Gao & Hammond, 2017). Also, that stakeholders would help in funding the process of implementation of the solution and ensure that the firm accomplishes customer service goals. Woolworth stakeholders can advocate for the adoption of the solution.
Issue Two
Additionally, Woolworth experiences a brand reputation fall which affects its operation. Australian annual survey states that the corporate reputation falls due to its measures and customer experience. Besides, the 2016 corporate reputation index illustrates that the position of the supermarket dropped to 40th from 17th. As a result, the brand image influences its competitive advantage making it lose to its competitors. Financial constraints are one of the factors that affect the brand reputation of the organization (Xu, Gao & Hammond, 2017). Accordingly, the leadership of the supermarket strives to reshape its reputation to regain its competitive advantage. Outstanding leadership and adequate funds help in building a substantial reputation. The drop in the brand value raises concerns to the supermarket. Amazon brand value is increasing in Australia which poses a threat to the supermarket. The prices of Amazon are low making its brand reputation improve in the nation. Therefore, brand image competition is increasingly becoming more intense in Australia.
Solution 
The solution to brand reputation decline is event sponsorship that involves providing financial support to activities such as trade shows, charity work, and sports. Besides, Woolworth supermarket should sponsor events to enable it to enhance its brand image and develop a competitive advantage against its competitors such as Amazon company (Verma, 2018). The brand reputation of Amazon is expanding in Australia which influences Woolworth’s brand. Additionally, the events aim to entice the clients to buy products that increase customer loyalty. The supermarket should develop a plan to support events especially the consumers’ favorite events. For example, sports teams stimulate the process of brand reputation development. On the other hand, event sponsorship changes the customers’ attitudes towards the brand. For example, a positive attitude motivates them to purchase the products. It also enhances brand awareness among the people which improves their knowledge of the product. As a result, it increases the product sales leading to the expansion of the organization. Event sponsorship improves the relationship between customers and the organization. 
Likewise, the supermarket can implement the supermarket in stages. The first step is to monitor reputation both online and physically. Besides, Woolworth should monitor its brand reputation that entails checking review sites to know the feedback of the clients. The supermarket can monitor the sites using tools such as reputology that help in reviewing sites. Moreover, the second step develops a response plan to monitor reviews and comments. Woolworth needs to determine who will monitor the reviews and comment and who deliver the feedback (Parkinson, 2018). Handling negative reviews carefully is the third step when implementing this solution. Woolworth should take complaints as an advantage to enhance their services. Also, the supermarket should handle the negative comments secretly to avoid destroying the brand image. Strengthening positive comments is another step that helps in maintaining a good brand reputation. Similarly, the organization should ensure that the online profiles are active and ask for feedback regularly. The last step is to measure the results and progress. Furthermore, the supermarket should measure the results of this solution to identify the achievement of the goal.
Accordingly, some of the aspects that the firm should consider when implementing this solution are stakeholder engagement, cost, and timeline of key activities. The actors provide financial resources to sponsor the events (Grimmer, 2019). Subsequently, they advocate for brand image improvement. The budget for implementing this solution is approximately 10,000 US dollars. Nevertheless, the activities in the timeline include monitoring brand reputation, devising responsibilities, handling negative reviews, building positive feedback, and measuring the progress and results.
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