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Introduction

		
	Van Merriënboer (2013) states in his article that all life is problem solving. In our everyday life we are constantly solving problems, from little complications to much bigger issues affecting our days and routine. In the morning we must choose what to wear and which breakfast to have. In our profession we must choose how to organise work-related projects and deal with inconveniences and conflicts. Finally, in the evening, we need to choose if to take a night off for our own relax, or to be productive with any social life activity such as sport. Problem solving, then, can be portrayed as making the right choice in the right moment.

	The aim of this report is to apply recognised problem-solving techniques to identify and propose solutions to a work-based problem, including an evaluation of possible solutions. To do so, I chose to discuss about a primary issue affecting the hospitality environment, which is to be underpaid. 

The company I will talk about is the D&D London, a chain of restaurants, bars and a hotel based in London since 2006, with locations all around the world. It’s also the company I used to work for, for a few years, so I can speak of personal experience too.

The workplace problem

Being underpaid might bring job dissatisfaction in employees, together with several other issues, such as overworking, which is a way to reach a reasonable amount of money for their rent and social life. Also, always choosing necessities and work over doing anything fun or good for themselves, might lead to stress and depression too.
	The actual impact could then be summarised with a lack of motivation during the work sessions, together with a decreased work performance. Subsequentially, the potential impact might bring far worse consequences, starting from a poor-quality service, rudeness towards guests and colleagues and the possibility of resignation. This underpaid situation, as we can observe, wouldn’t be bad just for the interest party, but it would also affect the company and it would spread a negative influence on all the staff, who might also lose motivation.

Analysing information

Pestle analysis

There are several factors affecting a company, such as politics, economy, and environment. To analyse these factors and understand in which way they affect the company there are tools like the PESTLE analysis, also known as PEST or PESTEL. PESTLE stands for political, economic, sociological, technological, legal, and environmental. This tool is often used to gain an understating of which external factors are influencing the company (Appelroth, 2015). I will use this method to analyse the problems that might affect the company.

· Political: A political factor affecting UK nowadays is Brexit. Some of the issues are related to the delivery of products, which get stuck at the borders due to the new controls policy. The big demand of certain products doesn’t make the situation easier. A company who doesn’t get the most requested product because of the big demand across the restaurants, might get a lower revenue.

· Economic: On the economic side, there is the price increase of imported products. Since in the hospitality environment most products are imported, the company will need to invest more money now, respect to how was before Brexit. Higher taxes over these products are also affecting the restaurants.

· Sociological: From the sociological side, there is the costumer’s variety of preferences regarding the food as well as the atmosphere. Vegan food, different kind of meat and fish could be a start; also, it would be useful for the restaurant to understand which environment attracts the right clientele, to offer them beautiful shows or even a classic live music background. The restaurant, then, needs to invest in offering as much variety as possible, to get an increase of costumers.

· Technological: Nowadays businesses are heavily affected by social medias, which show a preview of what the guest experience will be in that specific restaurant. The company needs to pay attention to it, possibly investing with social media managers who will take care of that.

· Legal: From the legal side, there are companies dedicated to the control of food, staff, and hygiene. Whenever the control might be, the restaurant needs to be always ready to receive it in an ideal state, to avoid paying high fines.

· Environmental: The environment is also important for the restaurant. It needs to have clean and welcoming surroundings, together with a tidy interior, and also focus on sustainability within the menu, to reduce wastages at the minimum. 

As Appelroth (2015) discusses in her thesis, the business world is constantly changing, together with all the factors discussed above, pointing out that technology is the one changing and evolving way faster than the others. She also shows how the technological evolution is the most powerful force that affects the current marketing strategies.

Cause and Effect analysis

	During the Problem Solving and Decision Making module, we focused on the Cause and Effect analysis, which is a technique that helps identifying all the possible causes of a particular problem, the effects originated by it and all the root causes which need to be addressed. In simple words, the Cause is the reason of why something is happening, and the Effect is the result of something happening.
	Kaoru Ishikawa developed a Cause and Effect diagram (known as Fishbone or Ishikawa diagram) which illustrates the result of the analysis in every step, connecting the Effect with the Cause and clarifying the relations between them.
	I will then make use of this diagram to gain a further understanding on the issue between the company and the underpaid employee.
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Alternative solutions

	There could be many ways for the company to solve the underpaid issue, depending on the circumstances and the party involved. I will discuss about three possible paths that the restaurant could choose to follow in order to fix the problem.

1. The first option could be an agreement through a contract between the manager and the person involved for his permanence, in exchange of a future promotion and a subsequential pay rise.

2. The second solution might be an offer of a paid training towards a professional career development.

3. The third option could consist of a short-time salary increase, until the end of the busy period.


Evaluation of alternative solutions


	According to Sharma (2020), Plus, Minus, Interesting (PMI), is a valuable way to analyse ideas, texts, and topics, and it’s known as a critical thinking strategy helping learners to consider different aspects of a situation or issue. I will use this method for the evaluation of the solutions listed above.


PMI Evaluation Solution 1


	The agreement between the manager and the unsatisfied employee might be a valuable option, for the company to see that the party involved deserves a promotion for the hard work, patience, and loyalty to the workplace, and for the employee who will get the promotions together with a better salary.

	

The PMI in this situation could be divided in:

· Good: The employee will gain a positive mood, helping through the busy period.
· Bad: The employee could keep the negative behaviour despite of the contract and promise made.

· Interesting: The work environment might be easier to handle, and the quality of the service could increase.


PMI Evaluation Solution 2

	
	Offering a paid training towards a professional career development might be a suitable alternative for the employee, helping him to reach a satisfactory growth that will help him in the future.

	The PMI in this case could be presented as:

· Good: The employee would regain confidence on the company.

· Bad: The trainings would be a high-cost investment for the company.

· Interesting: The company could gain the employee’s permanence with a professional knowledge upgrade.


PMI Evaluation Solution 3

	
	As for the last evaluation, the short-time salary increase might be a helpful short-term option for the company, keeping a relevant member of the staff for the entire duration of the busy period.

	

The PMI could be divided in:

· Good: The employee would remain to help the restaurant service through a very busy period.

· Bad: After the busy period there will be still the possibility of the employee’s unsatisfaction and resignation.

· Interesting: The restaurant could focus on the quality of the service without worrying on looking for other staff during the busy time.


Implementation plan

	The solution chosen for the implementation plan will be the second one, the offer of a paid training towards a professional career development. The main steps to follow this path are six:

1. Research of brand ambassadors: First, the company needs to find the right ambassadors to deliver the desired training.

2. Arrange meeting and events: The next step is to arrange a meeting to discuss about the products, events and training that brand could offer, to understand if it’s the right suit for the company.

3. Discuss collaboration conditions: Once the second step is concluded, the company and the brand ambassadors can discuss all the details about the collaboration.

4. Sign a contract with the brand: When the details are settled, a contract can be made.

5. Plan the contents for the training: The company and the brand ambassadors will discuss about the training contents, which need to be of use for the employee and for the same itself.

6. Create a training schedule for the staff: As for the final step, a schedule of the training is needed to have the perfect organisation and no misunderstandings.



Stakeholder Map


	A topic faced in the module was the Stakeholder analysis. Through a stakeholder map, we can discuss which stakeholder (any group or individual with an interest in the operations of a company or organisation) needs more attention and who needs less. Also, we can divide the map between who has more interest in the operations and who has more influence. I used the map to list the parties involved during this short-term training.


+

Interest of stakeholder

	
Keep completely informed


-Company’s owners
	
Manage most thoroughly

-Unsatisfied employee
-Members of the staff who can participate to the trainings

	
Regular minimal contact


-Restaurant managers
	
Anticipate and meet needs

-Brand ambassadors
-Suppliers


+
-
Influence of stakeholder


Stakeholder communication plan

	
Stakeholder
	
Interest/power
	
Key interest
	
Communication vehicle
	
Frequency

	Company’s owners
	
High interest 
	Investment on the training
	 Personal meetings and emails 
	
Weekly

	Restaurant managers
	
Low interest
	Opportunity of training their staff 
	
Email
	
Monthly

	
Unsatisfied employee
	
High interest and power
	Training for his/her professional career development
	

Email and phone
	

Weekly

	Members of the staff
	High interest and power
	Occasion to assist to useful trainings
	
Email and phone
	
Weekly/monthly

	Brand ambassadors
	
High power
	Sponsorship of their products and events
	
Email and phone
	
Daily/weekly

	Suppliers
	High power
	More demand of products
	Email and phone
	Daily





Conclusion

	Being underpaid is one of the many issues involving the hospitality nowadays, and it can have a negatively strong impact over an employee. The solutions found are just some of the helpful ways to fix such an issue, and as for my experience, even the simplest solution could be life changing. It is important to make an employee feels like he is noticed, in order to keep his or her loyalty towards the place and be an inspiration for others who might be struggling too.
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