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[bookmark: _Toc39236937]Introduction
Decision making and problem-solving are vital skills for having a sound professional life. It enables an individual to identify the emerging problems and critically analyse and diagnose the problem to find a proper solution (Caprì et al., 2019). Proper soft skills such as communication skill and critical thinking skill are very essential for overcoming various challenges of the workforce. Without sound communication skill, an employee will not be able to perform with full potential. Hence, in this study, the importance of communication in the profession of sommelier in a restaurant of Gordon Ramsay is going to be analysed. Furthermore, the importance of managing and implementing change in the workplace is also discussed in this study. 
This study reflects an overview of the complex communication problem and the decision-making issues linked with the communication problems. Similarly, several factors amending decision making is highlighted by analysing the model of Brainstorm and Tuckman. Furthermore, a plan is constructed for diagnosing the issue relating to decision making associated with the communication problem. Moreover, SWOT and PESTLE analysis is conducted to analyse and evaluate the impact of communication problem in the workplace along with the solution plan to the stakeholders using the fishbone model.
[bookmark: _Toc39236938]Define a complex problem in the workplace including its scope and impact
Complex problems are those that are beyond the capacity or scope of a particular organisation to understand and respond to. There is often conflict and dispute about the source and origin of these problems (Chan et al., 2019). However, these problems cannot be completely solved and can only be addressed. These kind of problems are hard to define as a different individual will offer a different opinion regarding the nature, extent and cause of the problem. It is usually social complexity rather than technical complexity that disables an organisation to address a complex problem. Some example of complex problems occurring in a workplace includes harassment, communication problem, bullying, gossip, discrimination, interpersonal conflict, low job satisfaction and motivation. In this context, the absence of sound communication skill is a major problem in working as a sommelier in one of the restaurants in the hospitality division of Gordon Ramsay. Absence of sound communication will disable a sommelier to collect the required information to generate wine list, order wines and manage and maintain wine stock. Furthermore, the ethical dilemma is also a complex problem that can arise in the workplace and hamper the overall performance of the workforce. It is a problem associated with decision making due to the formation of two distinct moral imperatives, none of which is unambiguously preferable or acceptable. This type of complexity arises from situational conflict where obeying can result in a dispute with another individual. 

[bookmark: _Toc39236939]Analyse of communication problem to improve the decision-making process
Communication problem and ethical dilemma directly influence decision making. Decision making is a group process, where the entire individual must communicate their thoughts with each other in order to make appropriate decisions (Espeland et al., 2018). Without sound communication, employees will not be able to deliver or transfer their ideas with each other. Improper flow of communication is also a leading reason for creating misunderstanding in the workplace. The presence of communication problem can also affect the customer-relationship that can ultimately lead to the formation of unsatisfied customers which can negatively affect the reputation of the restaurant.
As a sommelier operating in the restaurant of Gordon Ramsay, maintain and deliver high-quality performance is very essential. The high reputation of Gordon Ramsay has enabled its customer to have high expectation from his restaurants, hence there is no room for error. Furthermore, problems relating to the ethical dilemma can also reduce the overall productivity of the and will disable a sommelier to soundly communicate or transfer knowledge of the quality of the wine. Moreover, absence of sound communication will disable a sommelier to collect the required information to generate wine list, order wines and manage and maintain wine stock.
Fishbone model
Ishikawa diagram or fishbone model is a “cause and effect” diagram that enables the manager to identify and track down the primary reasons of defects, failure or imperfection. This diagram looks similar to a skeleton of a fish with the major problem locating in the head of the diagram along with its cause down the spine. The restaurant can utilise this model to track down the primary cause of improper flow of communication within the organisation. This will enable the management to critically identify the primary cause of the problem and deliver appropriate solution. In the following the fishbone model of the restaurant is constructed:
[image: ]
Figure 1: Fishbone Diagram
(Source: Created by the Learner)
[bookmark: _Toc39236940]Various factor affecting decision-making
The different factor that affects the decision making process are:
· Psychological factors
It is the state of mind that is required to evolve the operation of a business. A psychological state of an individual significantly influences the decision making of an individual. Presence of sound communication skill enables an individual to acquire appropriate information and provides the necessary confidence to make appropriate decisions (Walton et al., 2019). As a Sommelier having a sound state to mind is essential to efficiently make wine list, maintain wine stock and place wine orders for the restaurants. 
· Personal factor
Personal factor refers to the persecution of the individual that influences the process of decision making to a great extent. Communication often leads to misunderstanding and misconception of employees. This can negatively affect customer relations of the restaurants.
· Information Sharing
Information sharing is an essential aspect of the restaurant that offers reliability to its customers. However, the presence of communication problems act as a barrier to transfer or share information among the workforce and to its customers. Improper communication structure can also result in the sharing of inappropriate information that can ultimately deteriorate the performance of the workforce (Majd et al., 2017). Furthermore, the sharing of inappropriate information can also negatively affect the wine inventory management of the restaurant.
[bookmark: _Toc39236941]Proposing a range of alternative solutions to improve communication problem 150
Communication problems that are faced by professional Sommelier in the restaurant of Gordon Ramsay can be diagnosed by implementing a sound decision-making process by the management of the restaurant. However, Brainstorm and Tuckman’s model can be utilised to improve the relevant communication problem:
Brainstorm and Tuckman model
The model of Brainstorm offers several innovative methods or approaches to diagnose a specific problem (Adair, 2019). The restaurant can utilise the Brain-netting approach of Brainstorm model to gain a solution to the current communication issue. Hence, the restaurant has introduced a software-based application that will enable the workers to communicate with each other without the intervention of any middle man. All the staffs are instructed through this sound communication channel to avoid the spread of misinformation and to ultimately improve the overall quality of the workforce. The sommeliers of the restaurant will utilise the Excel application to maintain sound records of wine stock inventory.
Furthermore, the model of Tuckerman can be utilised by the management of the restaurant to improve the coordination and communication among the sommelier. The restaurant will introduce a strong chain of command to avoid any form of ethical dilemma in the workforce. One one team leader will instruct and guide a unit of workers this will reduce the chance of formation of two distinct moral imperatives that can lead to dispute and conflict among the workforce.
[bookmark: _Toc39236942]Experience of Employee in the workplace
As an employee, sommelier has experienced a lot of problem of communication in the workplace of Gordon Ramsay. Sommelier plays the primary function of managing wine inventories and having sound communication is essential within the organisation to communicate with the inventory personnel. The absence of efficient communication structure within the restaurant has resulted in formation of such communication barriers. Poor chain of command is also responsible for miscommunication and misunderstanding in the workforce. This has resulted in poor management of wine inventory in the workplace. Poor communication has ultimately led to inefficient management of wine inventory. In several occasions the restaurant has ran out of wine before the delivery, this has negatively affected the reputation of the company. The inefficient management has resulted in formation of a stressful working environment that has negatively affecting the mentality or motivation of the sommelier. 

[bookmark: _Toc39236943]Decision-making technique to evaluate the range of solutions to determine the most appropriate option
Rational and creative decision making
Rational decision making is a multi-step procedure for making a sound choice among the range of alternatives (Lassoued et al., 2020). This process favours objectivity, analysis and logic over insight and subjectivity. The restaurant can utilise an experienced-based sound technique for learning, discovering and diagnosing the problem. The restaurant can educate its employees to improve the flow of communication in the workforce. They can train their inexperience sommelier to use Excel application to maintain a sound record of wine stock inventory to reduce the chance of human error. On the other hand, creative thinking or decision making refers to the innovative ideas used to improve the functioning of the business. The restaurant can introduce an innovative software-based application that will enable the sommelier to maintain a sound inventory record. This will reduce the chance of improper record of inventory due to inappropriate flow of communication. Furthermore, the management of the restaurant will delegate a fixed chain of command to reduce the chance of the formation of two distinct moral imperatives in the workforce.
[bookmark: _Toc39236944]Development of a plan for implementing the solution
The two solutions to the communication problem faced by the sommelier operating in the restaurant of Gordon Ramsay include introducing a fixed chain of commands and innovative software-based communication application. Both the solutions are analysed using PESTEL and SWOT analytical tool:
PESTEL analysis
	Factors
	Impact

	Political
	The stable political structure of the UK will enable the restaurant to introduce a fixed chain of commands without the intervention of the government.

	Economical
	The recent outbreak of the Pandemic COVID 19 virus the consumer prices have increased by 1.8%. This will negatively affect on implementation of software-based communication application as the increasing internet charges will be an additional burden on the financial resources of the company (Herron and Hennessey, 2019).

	Social
	The demography of the UK suggests that 25.2% of the population represent the age group of persons beyond 40. This can negatively influence the utilisation of software-based communication structure within the restaurant. Most of the sommelier may oppose replacing their traditional method with modern technique.

	Technological
	The availability of sound technological resources will enable the restaurant to implement software-based communication application. Furthermore, the presence of 5G technology in the UK will enable the restaurant to reduce any chance of technical glitch in its communication channel.

	Environmental
	The utilisation of internet-based technology has resulted in 0.8% of global CO2 emission. This can negatively affect the implementation of internet-based technology in the restaurant.

	Legal
	The guidelines of General Data protection regulation restrict limits many aspects of storage and transfer of data. This can limit the decision-making function of the management of the restaurant and restrict the proper inflow of information.


Table 1: PESTEL analysis
(Source: Created by the learner)
SWOT analysis
	Strength
	Weakness

	Strength of software-based  communication application
	Strength of introducing a chain of command
	Weakness of software-based  communication application

	Weakness of introducing a chain of command


	· Reduces the chance of misunderstanding in the workplace
· Reduces the chance of the spreading inappropriate information
	· Reduces the chance of an ethical dilemma
· Improves proper delegation of work
	· Increasing cost of internet
· Inaccurate application	
	· High-cost process
· Improper chain of command can result in corruption of the workplace

	Opportunities
	Threats

	Opportunities of software-based  communication application

	Opportunities of software-based  communication application

	Threats of introducing a chain of command

	Threats of introducing a chain of command

 

	· Introduction of new technological resources
· Can attract technology-conscious customer
	· Improve teamwork
· Improve customer relation			
	· Unreliable technology
· Requires too much training
	· The recruitment cost can de neutralise the financial position of the restaurant


Table 2: SWOT analysis
(Source: Created by the learner)
From the above analysis, it can be estimated that the implementation of sound software-based communication software will be more beneficial for the restaurant because of its cost-effective nature. The introduction of innovative technology in its workplace will also motivate the employee and improve the overall communication structure of the restaurants (Haendler and Frysak, 2018).
Implementation of plan

	Project activities
	Responsible stakeholders
	Implementation control
	Monitoring process

	Purchase of software-based communication application
	Technical Lead and Project Manager
	KPI
	Weekly

	Integration of the software-based communication application
	Technical Lead and Project Manager
	KPI
	Weekly

	Implementation of the finished system
	Technical Lead and Project Manager
	Testing
	Weekly


Table 3: Implementation plan
(Source: Created by the Learner)
Communication of the plan to the stakeholders

	Message
	Medium
	Schedule
	Responsible stakeholders

	Relaying information about the business process, budget plan,  and technology requirements of implementing the software-based communication application
 
	Email
	Weekly
	Project manager and Project Sponsors

	Sharing necessary data and instruction about the risk management process of the plan
	Email
	Monthly
	Project manager

	Providing information and knowledge about the progress of the project
	Email
	Weekly
	Project Sponsors and Project manager


Table 4: Stakeholder communication plan
(Source: Created by the learner)
From the above plan, it can be concluded that project sponsors and project manager are the main stakeholders of this project. Furthermore, the email will be the main medium of communication of the plan.
[bookmark: _Toc39236945]Assessment of appropriate monitoring and review techniques to ensure successful implementation of the solution
Monitoring and review is an important function to examine the effectiveness of the formulated project. In this project Customer Satisfaction Score (CSAT) and Return of Investment (ROI) will be employed. The CSAT will reflect the level of customer satisfaction. This will enable the restaurant to maintain good customer relations and will also allow it to maintain its renowned reputation in the market. On the other hand, ROI will offer acute insight into the feasibility of the investment (Srimadevi and Saraladevi, 2016). The ROI will enable the restaurant to avoid unnecessary expense and save financial resource. It will further enable the restaurant to maintain a strong financial structure. The restaurant will also employ Key Performance Indicator to monitor the overall performance of the Sommelier unit of the restaurant.  KPI, ROI and CSAT implementation will enable the restaurant to ensure that the plans are implemented successfully.
[bookmark: _Toc39236946]Conclusion
This report reflects the identification and assessment of problems related to communication in a restaurant of Gordon Ramsay. In this study, the Brainstorm Tuckerman Model is utilised to inspect various alternative solutions to the communication problem. Moreover, it can be concluded that the implementation of a software-based communication structure will be the most suitable solution. PESTEL and SWOT analysis are also implemented to analyse the impact of the selected solution. A stakeholder communication plan is also constructed in this report.
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