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INTRODUCTION

The importance of problem-solving skills

Our ability to find solutions has been a driving force in human evolution. It describes the
methods we use to comprehend what is happening in our environment, identify things we
wish to change, and the decide what must be done to achieve the desired outcome. Solving
problems leads to all new inventions, social and cultural advancement, and the established
of market-based economies. It provides the basis for education, communication, and
continuous improvement. For both individuals and businesses, problem solving is crucial
because it gives us the power to influence our surroundings. Every step of the problem-
solving process involves the use of techniques and skills that influence the overall
effectiveness of influencing change and the degree of problem complexity that may be
handled. Some of the benefits that problem solving skills has been that you can repair
broken things, some items deteriorate and brake over time, while others are defective right
away. There are many items, interactions, activities, and processes in both personal and
professional words that are broken or not functioning as intended. We may identify these
things; determine why they are broken and choose a course of action to fix them using the
mechanism provided by problem-solving. Another benefit is that you become more efficient,
the environment does not exist in a vacuum for people or organisations. Because of the
intricate and dynamic web of relationships that exists, a single person’s actions frequently
have an impact on others, either directly or indirectly through altering the dynamics of the
environment. As a result of these interdependencies, people can work together to solve
increasingly challenging problems, but they also create a force that compels everyone to
keep improving to keep up with progress made by others. Problem solving enables us to
comprehend the relationships and implement modifications and improvements to finish and
survive in a continuously changing environment. Finally, we can recognise and take
advantage of environmental opportunities and exert (some level of control) over the future by
resolving issues. Problem-solving skills and processes are vital to everyday life for both
individuals and organisations. (Stottler, 2022)

Background of the organisation

In Winston-Salem, North Carolina, Vernon Rudolph (1937) rented a building in the area that
is now known as Old Salem and started selling Krispy Kreme doughnuts to neighbourhood
grocery stores after purchasing a secret yeast-raised doughnut recipe from a New Orleans
French cook. As the aroma of doughnuts cooking wafted over the streets, onlookers stopped
to inquire if they might get hot doughnuts. He then began selling hot Original Glazed
doughnuts to passer by via a hole in an exterior wall. After the war (1945), they designed a
showcase for their eye-catching doughnuts. The top served as a counter, and because cake
doughnuts and cake sticks were available alongside yeast doughnuts, an attractive display
of the variety on offer could be created. The first retail only store opens in 1989, delivering
doughnuts to customers via the 180-degree production line. The first location is located on



High Point Road in Greensboro, North Carolina. The first Krispy Kreme Doughnuts store in
the UK opened its doors in October 2003. In the UK, Krispy Kreme Doughnuts offers 16
different doughnut varieties, as well as the occasional feature doughnut. (Kreme, n.d.)

The workplace problem

Staff training may appear to be an expensive and time-consuming endeavour, but the
benefits of highly trained employees far outweigh the initial investments. Fully trained
employees not only perform better on the jobs for which they are hired, but they also impress
customers and are more easily retained. A workforce that has received quality training is
more likely to stay with their employer. In some cases, employers will be required by law to
provide employee training, whereas others may provide training to improve productivity,
service standards, and customer experiences. Poor workplace training has a multitude of
negative repercussions, and firms can quickly lose success as a result. Poorly trained
employees do not provide a professional image, are less likely to produce spectacular
outcomes, are more likely to quit, and raise the possibility of workplace mishaps and errors.
(Tate, 2017) In Krispy Kreme we are experiencing a lot this problem with untrained and
unmotivated employees, and to solve this problem we are using a tool called fishbone
diagram.

ROOT CAUSE ANALYSIS

Fishbone Diagram

A contemporary quality management tool known as the Fishbone diagram or Ishikawa
diagram demonstrates the cause-and-effect link for any quality issue that has occurred or
could occur. It offers a visual representation of each potential root cause of a problem,
allowing for easy analysis and root cause determination. It is a tool that can be utilised in
both proactive and reactive situations. (Srivastav, 2022)

This diagram is divided by four problems:



PEOPLE: New and existing employees that they are not trained at all and because of that
they feel unmotivated and stressed.

PRODUCTS: All the doughnuts are freshly made and the person that is working at the
picking area needs to be very careful when putting the doughnuts on the tray because he
may squeeze them, and the product will end in waste. Having sixteen different types of
doughnuts, it means a lot of measurements which it makes untrained employees confuse.

LEADERSHIP: Starting with the poor hiring practices it is resulting in underperforming or
temperamental employees who we will need to replace before they have really settled in.
The management support is low and the directions of how the job needs to be done are
unclear.

ECONOMY: The budget is the amount of money that the company or the organisation has
available to spend. In this case the budget is small and has not leftovers to spend on
employee training.

APPLYING SITUATIONAL ANALYSIS MODELS

PESTLE ANALYSIS

Pestle analysis, it alludes to a business’s political, economic, social, technological, legal, and
environmental aspects. Businesses use it to assess the macroeconomic elements that affect
how well their operations are going. They offer knowledgeable insight into the outside forces
affecting organisations. Results of this study can be used by management, professionals,
and the public to make wise judgements. Pestle analysis, it aids organisations or
corporations in assessing outside variables that might affect internal decision-making.
Organisations that are aware of these facts can increase possibilities and lessen

hazards. (Indeed Editorial Team, 2022)

POLITICAL:

e Laws and guidelines from the government on workplace education and training
e A stable political environment and the possibility of labour upheaval

ECONOMIC:

e Funding options, costs for training and development initiatives



e Economic factors that could affect the company’s capacity to make training
investments

SOCIAL:

e Perceptions of training and development among employees
e Demographic elements like the workforce’s age and educational attainment

TECHNOLOGICAL:

e The accessibility and application of technology in training and development, including
online learning and virtual training programmes
e New technologies’ effects on the knowledge and skills needed in the workplace

LEGAL:

¢ Regulations relating to occupational health and safety are one example of a legal
obligation for training and development.
e Risks associated with failing to provide employees with proper training

ENVIRONMENTAL:

e The effect of external factors, such pandemics, or natural disasters, on the capacity
to supply training

e Changes in society or cultural and their effects on the requirement for training and
development at work

By considering these elements, PESTLE study can assist firms in identifying the underlying
causes of unprivileged workplace training and in creating strategies to solve the problem and
enhance employee growth and implementation.

SWOT ANALYSIS

Whether you are launching a new business or managing one, a SWOT analysis is a
remarkably straightforward yet effective technique to help you define your business plan.
(Parsons, 2021)



Strengths Weaknesses
e Effective guidance assistance for training ¢ Inadequate training budget
e Experienced training statistics e Shortage of time arranged for training
e Professional trainers ¢ Not well-planned training programs
Opportunities Threats
e Possibilities for fostering a culture of e Employees who may be averse to
lifelong learning inside the company learning new skills expressing
e Possibilities to collaborate with external resistance to change
groups to deliver training e External threats, such modifications to
laws or standards in the sector that
call for new training

RANGE OF ALTERNATIVE SOLUTIONS

1. Online platform which all team members can log in and do their online training.

2. Posters on the walls with the steps for every task and books with important
information.

3. The manager or the relevant team member to give the appropriate manual training to
the existing staff members and especially the newcomers. To train from basic tasks
and gradually the hard tasks. Also, rotation will be something necessary as well.

EVALUATION OF ALTERNATIVE SOLUTIONS
Decision Matrix

By balancing factors based on importance, a decision matrix is a table of values organised
into columns and rows that lets you compare potential options visually. A decision matrix can
assist you in setting task priorities, solving problems, and developing justifications for
decisions you have already made. It can also help you decide which course of action is best
for the company. When we need to evaluate a circumstance logically and there are
numerous comparable factors to consider, we use a decision matrix. (Peek, 2022)



Based on the weight that we apply for every factor, the best solution for solving our problem
is solution number three. We chose this solution because it was the most appropriate one
regarding the staff needs, because not everyone is friendly with the new technology and
devices.

IMPLEMENTING THE SOLUTION

Gannt Chart

A mechanic engineer from America named Henry Gannt (1861-1919) created the Gannt
chart. The graphical representation of a project schedule that is the most frequently used is
the Gannt chart. It is a particular style of bar chart that displays the beginning and ending
dated of a project’s constituent parts, including its assets, planning, and reliance. (GRANT,
2022)



IMPLEMENTATION PLAN

1 Choose the appropriate person 1
to do the training

2 Identity staftf needs
3 Staff engagement

Measure it
Congratulate access

Revise and update training

programme

StariDate | EndDate 09/01/2023] 16/01/2023] 23/01/2023 30/01/2023]06/02/2023] 13/02/2023[20/02/2023[27/02/2023]06/03/2023] 13/03/2023

Task4

Regarding the solution, we made above an implementation plan, consisting of six tasks.
Using this plan, we can occupy the duration of each and between them. Starting from the
first task which is to choose the appropriate person to do the training on the ninth of January
2023 and the duration is one week and ending with the task by revising and updating the
training programme, which the duration is two weeks. The total time we have established for
this plan is ten weeks.

Communication plan with stakeholders

All entities that are in some way impacted by a business or organisation are considered
stakeholders, and in our business the stakeholders are:

e Shareholders
e Customers
e Employees



e Suppliers
e Government
e Community

Shareholders High/Low Email/Letter Every 4-6 N/A
Phone months
Krispy Kreme App

Customers High/High Email Every 2-4 weeks N/A
Website

Krispy Kreme Hub
Employees High/High Email Every week N/A
Website required
What’s up group

Suppliers High/Low Email Every 1-2 N/A
months

Government Low/Low Letter/Email Every 6 months N/A




Community Low/Low Krispy Kreme App | Every 3-6 N/A
Website months

Conclusion

Good training means good quality of work, high productivity, and happy environment. By
using all these important tools, we consider that the problem in Krispy Kreme will be solved
within the next few weeks. After a short time, we will weight our progress and perceive if we
are leading on having good results.
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Appendix

Task 1 (Dialogue)

ROLE PLAY

Management consultant: Mrs Stana-MS

Dissatisfied employee: Mr Rahman- MR

Brief: This is a discussion between the management consultant Mrs Stana and a
non-managerial staff, Mr Rahman about poor training / lack of training at the
workplace.

MS: Good morning, Mr Rahman. How are you doing today?
MR: I am fine, thank you and you?

MS: I am very well, thank you. So, tell me Mr Rahman what is the reason that brings
you here today?

MR: Well, it has been a while that we are experiencing too many problems with our
new and existing colleagues because they do not have the proper training. First, we
are experiencing low productivity because they don’'t know how to do their tasks
properly, we are receiving complaints for poor quality and services and last and most
important is that as a long-term employee in your company | am feeling a lot of
pressure trying to complete tasks on time.

MS: Mr Rahman, thank you for bringing up this issue to my attention. | will
immediately get in touch with my other co-workers, and we will try to find the best
solution as soon as possible. Thank you for your time.

MR: Thank you, Mrs Stana.



Task 1 (power point slides)

ROLE PLAY

PROBLEM SOLVING & DECISION
MAKING

by Artiola Stana

NATURE OF THE
COMPILEX PROBLEM

This is a discussion between the management consultant
Mrs Stana and a non-managerial staff, Mr Rahman about
of lack of training at the workplace. People working for
the company don’t have proper training and is ending to
an unhappy environment. How could we do this work?
We made a fishbone analysis to find the root cause and
we have some solutions as well that we have evaluate to
find the best one to solve our problem.



FRAGILE
TOO MANY
MEASUREMENTS
HUGE VARIETY OF
PRODUCTS

NEW EMPLOYEES
NO MOTIVATION

NO TRAINING

POOR RECRUITMENT

NCLEAR DIRECTIONS ON
STRATEGY AND VALUES

MANAGEMENT SUPPORT

SOLUTIONS

1. Online platform which all team
members can log in and do their
online training.

2. Posters on the walls with the steps for
every task and books with important
information.

LIMITED BUDGET
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The manager or the relevant team
member to give the appropriate
manual training to the existing staft
members and especially the
newcomers. To train from basic tasks
and gradually the hard tasks. Also,
rotation will be something
necessary as well.

EVALUATION OF ALTERNATIVE SOLUTIONS

DECISION MATRIX
FACTORS WEIGHT SOLUTION 1 SOLUTION 2 SOLUTION 3

Easy to 4 2x4=8 3x4=12 5x4=20
understand

More practical 3 3x3=9 4x3=12 5x3=15
Teamwork 5 2x5=10 2x5=10 4x5=20

Good contact 2 2x2=4 3x2=6 5x2=10

with the products

The best solution for this problem is the solution number 3.




Task 1

Task 3
Task 4
Task 5
Task 6

09/01/2023 1
16/01/2023 2
30/01/2023 1
13/02/2023 19/02/2023
20/02/2023 26/02/2023
27/02/2023 12/03/2023

IMPLEMENTATION PLAN

1

Choose the appropriate person 1
to do the training

Identify staff needs 2
Staff engagement 2
Measure it 1
Congratulate access 1
Revise and update training 2
programme

09/01/2023 16/01/2023| 23/01/2023 30/01/2023|06/02/2023(13/02/2023|20/02/2023| 27/02/2023 | 06/03/2023




Notes from class
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