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Introduction:

Problem solving and decision-making are related to each other. An organization cannot solve a problem without taking a decision. Nowadays every organization is practicing effective problem solving tools at workplace so that employee can deal with the problem effectively. In order to that they are also giving training on problem solving skills. There are some stages to solve a problem effectively. An employee can solve a problem by going through six stages. The stages are- Identify the problem, then Search for the alternative solution, Weigh of the alternatives, Make a choice, Implement the choice and lastly Evaluate the result. Sometimes an employee needs to go through the process again to solve the same problem. In this report, I will show some problem of my workplace in KFC. I will also show the way manager faced and overcome those problems by conducting problem solving stages. Most models of problem solving and decision making include at least four phases (e.g., Bransford & Stein, 1984; Dewey, 1933; Polya, 1971):
Every organization can do the same thing to solve the organizational problem in a better way. If an organization can choose the problem solving tools effectively and implement it properly, it will help them to achieve the organization goals. The more an organization will be able to make decision on any problem, the more they will be able to achieve organization goals. Every decision making and problem solving tools should be followed to overcome any situation in order to come to the conclusion. But to make a decision an organization need skilled employee to deal with problems. Skilled employee will think in an innovative way, which will help them to make the decision successfully. (anon, n.d)

What is problem?
A problem is an unwanted and harmful situation, which need to be overcome. It is also consider as a perceived gap between the existing state and a desired state (anon, n.d). 
[bookmark: _Toc521429758]An employee spends most of the time at workplace and sometimes the feels stressed at the workplace because of the working pressure and working so long. As there are many employee works in the same workplace, it is impossible to meet everyone’s expectation at the same time, which also creates problem in the workplace. But employee can handle those working stress and challenges by taking proper training. There are some common working issues that every employee usually face in the workplace. Some of them are Interpersonal conflict, bullying, harassment, communication problems, discriminations, job satisfaction, gossip, performance issues, low motivation, and poor job fit. People of different background, different personality works in the workplace, which creates a typical environment in the organization. Sometimes it also creates problem among the employee. But every employee has the rights to treat properly. Because of the work place problem, an employee cannot work productively as well. (anon, 2018)

Ways to recognize, define, investigate and analyze problems:

Recognize problems in the workplace: 

· Recognize inadequate job descriptions. 
· Recognize lack of training 
· Recognize ineffective job performance reviews. 
· Recognize lack of two-way communications.
· Recognize lack of job related accountability. 
· Recognize lack of motivation and satisfaction. 
· Recognize harassment and discrimination in the workplace. 
·  Recognize improper or excessive company policies. 
· Recognize lack of facilities in the workplace. 
· Recognize lack of not having good environment. (Tompkins, 2017)

Definition of problem: A manager needs to identify the problems he/she is dealing with in order to give a proper decision. Then s/he needs to observe the problem very closely so that s/he can find out what’s wrong. After that s/he can analyze some important issue including employee behavior, operating procedures and workplace policies. S/he needs to focus on the solution more than the problem in order give a proper solution. For example: “organization needs to improve the training” here manager needs to talk about the solution instead of the problem. 

Investigate workplace problem: When en employee are being accused or have become a reason of a conflict in the workplace, an employer needs to take immediate action to solve the conflict. But before doing that an employer should investigate to find out the actual reason of the conflict. An employer or a manager can do this in nine ways. The steps are given below: 
1. Ensure confidentiality. 
2. Provide necessary protection.
3. Select investigator. 
4. Make a plan for investigation.  
5. Make proper interview questions. 
6. Conduct the interviews. 
7. Come to a decision.
8. Close the investigation. 
9. Make a written s investigation results. (anon, n.d)

Complex problem at my workplace:

I have been working at KFC for one year. As a worker I had to always work under pressure, which gives me lots of working stress. The amount of worker in my branch is not sufficient to serve lots of customer everyday. To maintain the reputation of the restaurant, the managers give us lots of working pressure to serve the food too fast. But the amount of people who work here are not sufficient enough to serve good amount of customer. That is why; workers are demotivated to their work. They are not concentrating on cooking quality food. They are just trying to keep the manager happy in order to fulfill the need. The communication between the workers and the manager is decreasing day by day because of the working pressure and ethical problem. Many workers are leaving as well as the quality of the service is also decreasing. At the same time, KFC is also loosing so many customers because of the bad service in UK. 


Analyze information on the identified problem, to help inform the decision making process:

I am using five W’s to analyze the problems: 

1. Who is involved with the problem? 
Basically the workers and the manager of my brunch are involved here. They are not satisfied with the upper level management. They are very demotivated towards work. At the same time, they had to work under pressure. 

2. What happened?
The amount of workers in my branch is not enough to serve a big amount of customer. But the manager is not concentrating on this. He is only focusing of the fast delivery service. To fulfill his demand of delivering fast food, the workers had to work continuously which is giving them lots of working stress. The workers are not willing to work under this stress. That is why, some of them are leaving and the quality of the service is also decreasing at my workplace. 
 
3. When did it take place? 
This is basically in the morning when people go out for the work and mainly at lunch and dinner time. They have the same amount of people to serve the rush hour. 

4. Where did it take place? 
This is happening everyday at my branch during lunch and dinnertime. Now the upper level management is analyzing the problem to take a proper decision. 

5. Why did that happen?
Every workers and chef in my branch have to work hard everyday because of not having enough of employee. It is happening because of the poor management system. Some of the experienced workers are also leaving, as they don’t want to work under pressure. At the same time, the serve of the branch is decreasing day by day. Customers are not getting their proper service and they are complaining with the bad reviews. Those whoever they are hiring are not experienced enough to give the previous service. KFC needs proper management and take necessary step to solve this problem. Otherwise it will lead them a great loss and bad reputation. 
(BECKFORD, 2018)
(Kim, n.d)

SWOT analysis of KFC:
Strengths:
1. Global presence: The second best fast food brand that is globally recognized in the whole world. They are very famous for their food chain as well. They are maintaining their reputation by their operations. They have also global presence with its more than 15000 restaurants. 

2. Strong parent company: KFC is also a subsidiary brand of YUM. The brand also owns the Pizza Hut and Taco Bell. Yum brand has more than 41000 restaurants in terms of system unit. It has created a strong position in China by emerging

3. Secret Recipe: They have 11 types of secrets recipes of herbs and spices of their own. 

4. Veg and non-Veg offerings: Fast foods that sell chicken as their main item, KFC is the market leader among all of them. Recently they are also focusing on non-veg in order to extend the business by offering both veg and now veg items. (8)(9)

Weaknesses: 

1. Food quality related issues: In some of the branches, the food quality and the services is not up to the mark. They cannot give their proper service because of the some internal managerial issues. 
2. Unhealthy fats: Sometimes they use fats and calories in the food, which is not healthy. This is decreasing their reputation of offering healthy food in the market. 

3. Managing franchises and some branches: Some of the franchises of KFC cannot give their proper service and quality to the KFC standard. They are being closed because if their problem. 
(Pratap, 2017)
(Bhasin, 2017) 

Opportunities: 


1. Potential growth in the emerging markets: KFC is expending its market by merging with China and Russia. And they have large opportunities in this merging business. 
2. Specializing in the Vegetarian menu: They have huge opportunity in the veg menu. Though they have entered into veg menu but Macdonald has already famous for the veg items. As KFC has already established a market in the non-veg items, this will help them to the overall growth. 

3. Focus on low cost and healthy food: KFC charges high from the customer where their competitors are charging low by delivering the same food. If they can minimize the cost, it will help them to draw more customers.  On the other hand, they have opportunities in the healthy food menu as well. 

(Pratap, 2017)
(Bhasin, 2017)

Threats: 

1. Competition in the fast food industry: The competition in the fast food industry is increasing day by day. The direct competitor of KFC is MacDonald. Others companies are trying to increase their share in the market by offering innovative food menu as well. 

2. Food quality challenges: This is a challenge for the company. As many company have fingered out on their food quality and the oil they use to make the food. At the same time, government has also applied many rules in the fast food industry. Now it has become a challenge for the company to maintain the food quality every time. 

3. Stronger dollar: Economic instability also a threats for the company. Sometimes it creates huge pressure on the big company like KFC. 
 
4. Rising of raw material price: The price of the raw material is increasing day by day. At the same time, the price of operating cost is also increasing in many countries. KFC has many branches in franchising country. The increase of raw material price is creating problem to run the business and to make profit. 

(Pratap, 2017)
(Bhasin, 2017)

Fishbone Analysis to make a decision:
Fishbone diagram is also called cause and effect diagram. KFC can use this diagram to find out the root of the problem. Fishbone diagram help the company to find out the possible causes and reason behind the problem. A company can short out ideas out of many ideas. The problems I am facing currently at my workplace are shown in the diagram. If KFC can use this diagram properly, they can easily find out the reason of our problems in the workplace and take necessary steps to solve the problems. There are some internal and external factors are shown in the diagram, because they are directly and indirectly responsible for the problems. KFC should use fishbone diagram to find out the reason of the problem when many employee are leaving because of the lack of management. 

The dissatisfaction of the employee and reason of poor quality service are mapped into the fishbone diagram below: 
[image: ]

People: There are basically six section are shown in this fishbone diagram. Here the people are demotivated and they are working under stress. They are basically stressed because of the heavy customer during pick hour. The management are not doing anything not even motivating the employee in this case. They just want them to fulfill the target, which is serving the customer fast. At the mean time, the problem is occurring here is employee dissatisfaction and low quality service. 

Polices: In the policies section, the management is only following the economic and government rules. They are not following the internal rules here. They are making their worker to work hard with no extra salary. The morality of the managerial level is very poor in term of policies. This type of polices are the reason of the employee dissatisfaction which leads to low quality service. 

Equipment: Equipment plays a very important role in fast food industry. KFC also uses most upgraded technology. But the problem is, trained people are leaving because of the working stress and new employees are very slow at using this modern technology. That is why; KFC cannot provide the proper service to the customer at my branch. 

Communication: In this section, the diagram shows that the communication between the employees and upper level manager is very poor. Employees are not getting proper guidance and facilities from the upper level manager at my branch. The lack of communication is also another reason of dissatisfaction of the employee. As they are dissatisfied, they are not able to give the proper service to the customer.

Environment: KFC is a well-known brand in the world. They should keep their working place environment good. But at my branch, the working environment is getting too bad because of the working pressure. Employees are not getting enough time to clean the kitchen and the whole place. Bad environment is becoming another reason of bad service and dissatisfaction of the employee. 

Management: This diagram is showing that the management in my branch is also responsible for employee dissatisfaction. If the management is not doing the right things, nothing can change polices, people, environment and communication process in KFC. 


Best Solution: If KFC can take action proper step against the manager at my branch, and hire enough employees, the problem will be solved immediately. At the same time, they can again hire those people to maintain the good quality constant. 
(Siah, n.d)
[bookmark: _Toc521429764]Plan development and implementation:
Dear Area Manager, 
I am an employee of KFC restaurant in UK. Currently we are facing some problem in our branch. I have also identified some of them. The problems should be solved very soon and I have planned to solve those problems. The plan is given below: 
The Goal and objective of the plan: The goal of my plan is to reduce the working pressure in my KFC branch and motivate the workers towards work so that they can give good service to the customer. 

To execute my plan, I have divided the plan into various stages. And the stages are given below: 

Stage 1: Information gathering: First of all, need to gather actual information related to this problem. As here managers also responsible for the problem, organization head should gather information from all the KFC branches. But organization head needs to collect actual information otherwise wont be give proper decision about the problem. In that I have gathered actual information by using problem-identifying model. So if necessary we can match my information with the head to justify. 

Stage 2: Identify what’s problem:  Secondly, it is very important to identify what is going on inside the organization. If the problem can identify then the changes will be possible on that sector. It will also help the organization to make clear goals and can also set long-term goals for the future. Here at my branch, I have identified the problem. The problem is- the amount of employee is work in the pick hour especially in the lunch and dinnertime are not sufficient. That is why, workers have to work hard to balance the situation but they are not getting anything for this and they become demotivated. Demotivated workers are not capable of giving proper service to the customer and because of that the quality of KFC service at my branch is decreasing. And the manager of the branch is not giving proper attention to the problem. 

Stage 3: Define what must achieve: The higher level should change the management at my branch. They need to hire the employee whoever left because of the working stress. At the same time, they need to hire more workers to balance the pick hour rush at my branch. It will help them to achieve the service again. 

Stage 4: Need to set proper time for plan: In order to balance the pick hour rush, the authority need to make a timing for the shift and set the wages for extra work. There should be self-evaluation process, line manager evaluation and CCTV camera to see the timing is maintained or not. 

Stage 5: Review: After that, they need to review the plan to check it is working properly or not. If any correction needed, they need to correct the sector. 

If you follow the steps, it will help you to implement the plan. By implementing the plan, we can achieve the organizational goals. But the implementation and action should take immediately and the management at my branch should change to balance everything. 

Sincerely Your,
XYZ
KFC Branch.


Performance monitoring process:

KFC should monitor the workers my evaluating the employee. They can monitor them by using some tools. They can do self-evolution, line manager evaluation. And they can monitor the whole process by using CCTV camera. To monitor the service they can also use the feedback process from the customer. The performance monitoring process are given below: 

Self Evaluation: In this process, based on their honesty workers will evaluate themselves including every manager of the KFC branch. It will happen in every 6 months. It will help the authority to justify the employee honesty. The scaling will be 1A to 5E.   It is very important mechanism because if an employee is not honest, s/he wont honest to the organization.

[image: ]

Line Manager evaluation: After the self-evolution process, the line manager on that same scale will evaluate the workers. By doing that they will understand employee honesty towards the work. 

Software evaluation: KFC can monitor the employee attendance, active working hour in the office by using software. In order to track the employee, they can use scanning machine at the workplace. By doing so, they will easily know the attendance, their working hour, employee entry time and leaving time. 

CCTV: KFC should use CCTV camera in every branch to monitor the employee so that the manager can track the employee movement and line manager can monitor the manager. It will help them to work accurately as they will know that they are being followed every time. 

Feedback process: It is really good process of evaluating the employee performance. Feedback should be based on actual data. Effective feedback will help an employee in many ways. It will bring advantage big company like Macdonald, KFC. Customer feedback will help an organization to understand the expectation from the product or from the service. It will help an organization to know how the new product should be launched in the market. Feedback will help KFC to understand both the negative and positive of the organization. It will help the employee to work efficiently as they can provide them with proper training, develop strategies, their products and services. Through getting feedback, employees and staffs can be motivated. And while they get motivated, their performance automatically increases. All these can help KFC to create a better place to work at. 

Conclusion:
Every organization has problem. Sometimes it happens because of the internal factors and sometimes for the external factors. KFC is also facing some problem in some of the branches due to lack of proper monitoring. This report shows how problem occurs and how KFC can solve those problems. They should focus on the management team. If they can come up with good management team, then the problem will be solved immediately. In this report, the plan also is shown above. If they can implement the plan properly, they can achieve the organization goals. In future, they should focus on planning, managing and controlling team not to happen this type of problem. 
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