








PROBLEM SOLVING AND DEISION MAKING

BMSW4004_PSR_FEB20_TERM 3_A1 - GROUP 3


Raul Marian Obreja Student ID: 1816173
Lecturer: Dr. Afzal Munna
University of Wales Trinity Saint David (London Campus)





Table of Contents
Introduction	3
Overview of communication problem and its impact	3
Analysis of communication problem to assess decision making process	4
Various elements affecting decision-making	4
Various alternative solutions to communication problem	5
Decision making strategies to evaluate range of solutions	6
Plan for implementing the solution	6
Communicate the plan to stakeholders	10
Assess appropriate monitoring and review techniques to ensure successful implementation of the solution.	12
Conclusion	13
References	14
Appendix (Power Point Slides)	16




[bookmark: _Toc37801923]Introduction
Solving a problem refers to the strategy involved in finding relevant solutions to a problem, while decision making implicates the method of making appropriate decisions to achieve individual goals successfully. A problem may persist because of various regulating factors that affect decision making potential and skills. In addition, communication indicates the exchange of effective information through various medium comprising writing and speaking that may be associated with improper communication due to misinterpretation and misunderstanding issues.
Global Crypto Consulting is an organization that aims to provide various services in order to introduce and evolve crypto currencies globally. The organization purposes to share experience and guide individuals in appropriate financial management.
The study focuses over the overview of communication problem and the decision making issues associated with impact of communication problems. Simultaneously, various factors regulating decision making is emphasized along with evaluation of Brainstorm and Tuckman’s model. Moreover, plan is suggested for solving the decision making issue. Furthermore, PESTLE and SWOT analysis is performed in regards to communication problem and its impact along with fishbone model described to communicate the solution plan to stakeholders.       
[bookmark: _Toc37801924]Overview of communication problem and its impact
Communication refers to interpretation and exchange of words in order to share effective information. Communication is essential for achievement of goals and objectives for Global Crypto Consulting company as they tend to provide services that require correct interpretation of words to appropriately guide its clients. Therefore, problems associated communication can play a major role in impacting the growth of the firm. Moreover, communication problems are associated with misinterpretation and misunderstandings arising from inappropriate sharing of information. Thus, the problem generates ethical conflicts while interpreting society’s moral values.  
The scope of communication is enlarged because of its huge utilization as medium to interpret information (Thebusinesscommunication.com, 2019). Thus, communication is required for healthy information sharing and supporting human race.
Corona virus disease (COVID-19) is caused by an infectious virus corona virus that proves to be fatal as no antidote is discovered yet to relatively fight the disease. The wide spread of COVID-19 pandemic has led to government enforcing lockdown in the United Kingdom (UK), thus caused communication barrier and disturbance in workplace of Global Crypto Consulting company.
The communication problem associated with spread of COVID-19 has impacted the ecological system drastically and global economy tends to be dripping. In addition, other impacts of communication problem can be related to mistrusting employees working in the work field and degrade moral and confidence of individuals. Moreover, communication issues have negative impact over interpersonal relationship and customer bonding resulting in decrease in revenue generated by the company.
[bookmark: _Toc37801925]Analysis of communication problem to assess decision making process
Communication problems in the organization’s workplace due to consequences of lockdown phase has negatively impacted the company with decreased productivity and diminished revenue generation. In addition, communication problems create misunderstanding and misconception that leads to improper sharing of information within human resources of the company (McQuerrey, 2019). Moreover, the secured processing of financial transactions is judged by customer due to misinterpretation of information. Thus, communication problem tends to impact customer-relationship and cause huge loss to the consulting firm.
Therefore, the issue of communication barrier caused due to COVID-19 requires appropriate decision to be segmented by Global Crypto Consulting company so that performance of the firm is efficiently managed. Moreover, decision should be made by board of directors in regards to associate strategies that ill help in improving status of the organization in serving secured crypto currency transactions.  
[bookmark: _Toc37801926]Various elements affecting decision-making
There exist distinct factors that affect proper decision-making process that can be evaluated as,
· Personal factors: The factors refer to individual perceptions that highly influence the decision making process. It is observed that communication problems create misconceptions in various customers and distinct individuals have varied perception over the organization that enforces the firm for appropriate decision making (Slideshare.net, 2014). 
· Information sharing: Sharing of information is an essential perspective that provides reliability to consumers of the firm. However, the issue of COVID-19 has enforced various employees to be locked down in their residents and made the communication process difficult. Therefore, inappropriate sharing of information regarding financial transactions such as incorrect transaction number shared and deduction of improper value has affected decision making process and requires the organization to take necessary steps for its improvement.   
· Psychological factors: Psychological factors refer to the state of mind that requires appropriate consulting to evolve the business operations. Besides, Global Crypto Consulting Company works in supporting financial transactions and related consultations. Therefore, psychological factors have affects the organization due to inefficient consulting services and thereby, enforces the organization for initiating decision making process (Slideshare.net, 2014).
[bookmark: _Toc37801927]Various alternative solutions to communication problem
Communication issues in workplace of Global Crypto Consulting Company can be mitigated by appropriate decisions processed by the board of directors of the firm. Moreover, two approaches of solution to relevant problem of communication can be emphasized utilizing Brainstorm and Tuckman’s model.
Brainstorm and Tuckman’s model 
Brainstorm model refers to various innovative approaches towards mitigating a specific issue. Simultaneously, Brain-netting strategy of Brainstorm model is been utilized by the organization to provide a solution to existing communication problem (Rudy, 2016). Therefore, the company decides to guide the customers through internet medium to resolve their issues with appropriate communication over internet based software such as video-conferencing, slack and Google docs respectively.
Moreover, Tuckman’s model is implemented by Global Crypto Consulting Company for improving team work so that the team effectively contribute with possible effort to help resolving issues of customers related to financial transactions of Crypto currency. Therefore, work from home decision is initiated by the company so that its employees and people are safe while communicating efficiently with customers through various means of internet medium and telephonic conversation. Thus, the solution requires support from correspondent employees in delivering appropriate team service while working from home in order to improve performance of the firm relatively.  
[bookmark: _Toc37801928]Decision making strategies to evaluate range of solutions
Decision problems refer to issues related to conflict decision making opportunities where the organization seeks recommendation for an analytical solution to the associated problems. In the scenario, decision problems are associated with communication problem that requires a specific decision to be undertaken by the organization for mitigating the problem customers are facing due to lack of appropriate communication and guidance. 
In addition, there exist various types of decisions such as,
· Routine and strategic decisions: Routine decisions refer to initial decisions of an organization that requires quick responses on distributing task within human resources of the firm. Simultaneously, strategic decisions implicate systematic decisions to achieve goals and objectives of an organization and prosper the firm towards sustainable growth. 
· Organizational and personal decisions: Decisions that are taken by executives of an organization corresponding towards benefit of the firm are called organizational decisions. In addition, personal decisions reflect decision of executives that tends to improve personal objectives and affects personal growth in organizational field.
An appropriate decision requires proper analysis of environmental consequences that has potential to regulate the strategic decisions undertake by an organization. Therefore, an optimal decision is made by overcoming the risk factors by promoting risk management in the associated business plan.  
Thus, improvement can be done in decision making process by implementing risk management plan to mitigate related factors impacting growth of the firm overall.
Various decision making strategies can be utilized to evaluate solutions to communication problem such as, 
Rational and creative decision making 
Rational decisions are made by analyzing logistics of the situation and are a critical process of appropriate decisions to be processed (Lumenlearning.com, 2020). In the specific issues of communication problem associated with COVID-19 depicts that employees of the organization should work from home and serve for the organization for benefit of both company and people of the UK. It is analyzed that lockdown phase is required o break the corona virus chain and subsequently, working from home will help individuals to safeguard self and the environment overall with appropriately serving customers for their issues.
Creative decisions reflect innovative ideas implemented to support business along with social well being. Therefore, work from home policy of company is an innovative strategy for team to work co-ordinately from their respective residents and resolve problems of clients with efficient performance (A, 2020). In addition, the strategy will preserve its employees for sustainable utilization of human resources and grow in competitive marketplace. 
[bookmark: _Toc37801929]Plan for implementing the solution
The two solutions include the use of videoconferencing (internet based) as a means of business communication and the implementation of telephonic communication through work from home sessions. The two solutions have been analysed with the help of PESTLE and SWOT framework to select the feasible communication technique. 
PESTLE analysis
Political 
The scenario of the no vote situation has been destabilizing the political landscape in the UK demography as they would be opting out of EU (Evans, 2018). It would have a negative impact on the solutions of using the videoconferencing and telephonic communication as the platforms for conducting professional communication due to the EU sanctions on ICT policies. 
Economic
The recent spread of COVID-19 has resulted in the closing down of the business, which have led to the rise in the consumer prices by 1.8% (Lynch, 2020). It would have a negative impact on the solutions of implementing videoconferencing as a communication platform as compared to telephone based communication. It is because rise in the prices of the internet charges will be higher when compared to the telecommunication  charges and as the number of business transaction in this period will be shunted,  the use of telephone based communication will be feasible and save on the financial investment for Global Crypto Consulting.
Social
The UK demography has been signified with the possession of aging population, in which 25.2% of the population has been categorised in the age group beyond 40. It has been understood that 91% of the adult population is comfortable with the use of the telephonic conversation as compared to the Skype video calls. Thus the solution for interviewing candidates through telephonic conversation would benefit more when compared to the solution of videoconferencing session.
Technological
It has been identified that the use of 5G technology has not been prevalent across the international network and it has deemed to be the stable enough networking platform which could support videoconferencing session (Osseiran et al., 2016). It has witnessed more number of technical glitches as compared to the telecommunication network. Hence, it signifies the feasibility of using telephonic communication when compared to the drawbacks of the videoconferencing session.
Legal
The implications of the General Data Protection Regulation 2018 (GDPR) have made significant changes in the data format (Tankard, 2016). It will result in providing a serious challenge for the Global Crypto Consulting to comply with the guidelines of Rights to Data Portability. Hence, the use of videoconferencing could result in potential data loss and thus the ventures of working with telephonic communication would benefit Global Crypto Consulting.
Environmental
The use of internet based technology has accounted for 0.8% of the global 	CO2 emission and asserts on 40% of the total ICT energy demand. Hence, the statistics suggest that use of telephonic communication would be eco friendly as compared to the implementation of the video conferencing systems. 
SWOT ANALYSIS
	Strength
	Weakness

	Strength of telephonic communication 
	Strength of video conferencing 
	Weakness of telephonic communication
	Weakness of video conferencing

	· Relatively affordable (Blacksmith et al., 2016)
· High Call Quality
· Maintains Client- Clientele confidentiality effectively 
· Aids Business
	· Increased efficiency
· More flexibility
	· Inaccurate implementation
· Limited use of technology
	· High requirements of internet  connection
· Cost intensive in nature
· Unreliable technology

	Opportunities
	Threats

	Opportunities telephonic communication
	Opportunities of video conferencing
	Threats of telephonic communication
	Threats of video conferencing


	· Provision of government subsidies
· Introduction of new networking technology
	· Reduction in redundancy
· Improve in value
	· Elevated prospect of 5G technology

	· Requires too much training
· Unreliable technology


Table 1: SWOT ANALYSIS
(Source: Learner)
Justification of telephonic conversation over video-conferencing
From the analysis, it has been identified that despite several advances of the videoconferencing system, it is extremely cost intensive and is dependent on unreliable technology. Thus, the Global Crypto Consulting would be better off with the installation of the telephonic communication system as it would require reduced financial investment and as the market environment does not reflect on optimistic venture at this current point of time. Thus the use of the telephonic communication would serve as the feasible solution for eradicating the communication problems at Global Crypto Consulting. 
Implementation Plan
	Project activities 
	Responsible stakeholders 
	Implementation control 
	Monitoring process

	Purchase of Networking systems and telephones
	Project Manager and Technical Lead
	KPI 
	Weekly 

	Integration of the telephonic network 
	Project Manager and Technical Lead
	KPI 
	Weekly

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


Table 2: Implementation Plan
(Source: Learner)
[bookmark: _Toc37801930]Communicate the plan to stakeholders 
Stakeholder communication Plan
	Message 
	Medium 
	Schedule 
	Responsible stakeholders

	Relaying information about the budget plan, business process and technology requirements of implementing the telephonic communication system
	Email 
	Weekly 
	Project Sponsors and Project manager

	Sharing vital data about the risk management process of the plan 
	Email
	Weekly
	Project manager

	Providing knowledge about the progress report of the project
	Email
	Daily
	Project manager and Project Sponsors


Table 3: Stakeholder communication Plan
(Source: Learner)

 From the stakeholder communication plan it has been observed that the Project manager and the Project sponsors are the key stakeholders of the project.  The details of three project undertakings would be communicated through email. The contributions of the stakeholder management plan have been exemplary in defining the outcomes of the project (Butt et al., 2016). 

 (
Ineffective Personal skills 
Social Distancing 
Absence of Alternate
 
means of
 
communication platform 
Ineffective technology
Improper mitigation
 
strategies
 
Decreased budget allocation 
Affect of
 
Covid 19
Absence of social
 
gathering
 
Decreased employee engagement
 
Absence of training
 
Improper use of
 
telephonic interviews
 
Communication problem
)
Figure 1: Identification of the communication problem through Fishbone diagram
(Source: Learner)

It has been understood that the ineffective personal skills and the implications of the ineffective technology utilisation has been the major reasons for causing the communication problem. The Fishbone diagram is important for analysing the cause effect relationship (Gartlehner et al., 2017). 


[bookmark: _Toc37801931]Assess appropriate monitoring and review techniques to ensure successful implementation of the solution.
The monitoring and review of the plan is important in understanding the effective outcomes of the project. For the project, the Return of Investment (ROI) and the Customer Satisfaction Score (CSAT) score has been deployed. The ROI would provide valuable insights on the feasibility of the investment (Ichsani and Suhardi, 2015). The CSAT score would give an idea about the customer satisfaction. It is important for the Global Crypto Consulting as the identification of the customer satisfaction is important for keeping the business running when it comes to vying their trade in the consulting services.  The ROI would help the organisation to save on the financial expenses. Both of these KPI, CSAT and ROI would ensure the successful implementation of the plan. 
[bookmark: _Toc37801932]
Conclusion
The report has been exemplary in assessing the communication problem that persists within the Global Crypto Consulting. In the report, the Brainstorm Tuckman Model has been used. From the report, it has been concluded that the use of the telephonic communication is comparatively profitable solution than that of the video conferencing system.  The use of the PESTLE and SWOT analysis has been beneficial in understanding the impact of the solution. The stakeholder communication plan has been utilised and the use of KPI as a monitoring parameter has been significant in elevating the purpose of the plan. 
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