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[bookmark: _Toc519291015]Introduction 
Problem-solving and decision making are one of the most significant tasks for management that includes dealing with a range of problems and solving them using a specific set of scientific research approach. The purpose of this study is to identify a work based problem language barriers of McDonald and analyzing how to solve it as well as providing and analyzing a range of alternative solutions for the problems and from them selecting the most appropriate one.

















[bookmark: _Toc519291016]Company overview and problem statement
McDonald is one of the largest restaurant chain shop business company that has operations in more than 100 countries and the company has immense popularity among the customers as well as the employees of the company. Therefore, McDonald is the second largest employer after Walmart in the world which has employed around 1.9 million staffs in different branches in a different part. In addition, the company has around 36,900 outlets in different parts of the world and along with the renowned hamburgers; the company produce and sell cheeseburgers, chicken foods as well as another fast food item that has immense popularity. But only recently, the company is facing a problem regarding communication among the staffs because of language barriers. Therefore, due to the cultural diversification and orientation, the company hire staffs from different ethnicity and culture and hence the problem has arisen. However, in this study, this problem and the possible ways of solving this problem is analyzed.
[bookmark: _Toc519291017]Scope and impact of the problem
It is imperative for all organizations to have effective communication among the staffs and employees of the organization because due to the language barrier, the way of effective communication is hampered and as a result, information mission or the instructions may not be performed accordingly (Perkins et al, 2017). That’s why the scope and impact of the problem of language barrier among the staffs are so acute not only for McDonald but also for any other companies. The scope and impact of the problem is as follows-
Ineffective communication: McDonald is one of the largest company and market leader in the industry and for this reason, an effective and efficient communication media is required in the organization in order to put all of the 36900 outlets under control. Therefore, due to language barriers among the staffs, the company fails to establish an effective communication and that’s why the company has to face various types of problems such as missing of orders, loosing of potential customers etc. 
Information missing: It is not surprising that the Japanese or Chinese pronunciation of English is far more different than the UK pronunciation of English and that’s why the communication among staffs from different nationals as well as have the impact of their own origin in the pronunciation of English (Tornquist, 2010). For this reason, the transfer of information becomes risky due to the risk of missing information. Therefore, the information can be lost or any part or in some cases, total information becomes changed due to the language barrier.
Non-performance of instruction: Due to the language barrier in McDonald, the staffs sometimes fail to perform the instruction properly because of their inability to understand the instruction properly and hence to perform the task properly. That’s why the company has to face a lot of troubles such as timely delivery of products, proper bargaining may prone to risk. 
Poor organizational control: McDonald and its management consistently look and try to keep strong organizational control and in this way, effective communication or goals and objective can play a vital role. Therefore, language barriers among staffs of the company reduce the attractiveness and effectiveness of such organizational control.
Customer dissatisfaction: It is easy to understand that the inconvenience in the language in order to place orders by the customer causes huge dissatisfaction and therefore, the company may have to lose potential customers as well as orders from customers. Moreover, customers dissatisfaction causes a reduction in the profitability of the company. 
[bookmark: _Toc519291018]The impact of brainstorming and creative thinking in problem-solving
As of being a market leader in the industry, McDonald has adopted a strong and effective management team which identical and prudent in solving problems at a different level. In addition, before solving any problem, the company adopt brainstorming session creative thinking session in order to identify the solution of the problem (Putman & Paulus, 2010). That’s why, for solving the problem of a language barrier problem, the company can adopt an effective session for brainstorming and creative thinking. Basically, brainstorming and creative thinking is a systematic and organized session of a group of individuals who take participate in the session in which all of the participants provide their opinions about the solution of the problem. However, then the participants provide arguments and counter-arguments on the proposed solution and after the session, a well defend solution is selected in order to implement. For the problem of McDonald, the management of the company should organize a session combining a group of line managers in order to run brainstorming and creative thinking session in which the managers will provide their opinions as a solution of the language barrier and defend them. 
[bookmark: _Toc519291019]Steps of brainstorming 
Therefore, a well defend and best suitable solution will be accepted for the recommendation. The steps of brainstorming session are as follows-
Planning session: The first step of solving a problem through the brainstorming and creative thinking process is to plan a session combining managers who will take part in the session (Noordman, 2012). That’s why McDonald informs the mangers of the related field in order to take participation in the session for finding out a possible solution of the language barrier. 
Discussing problem: The Participants mostly the managers of McDonald's, should have a thorough analysis and discussion of the problem and its possible impact on the performance of the staffs as well as on overall organization. Moreover, due to the thorough analysis and breakdown of the problem assists the participants in order to bring out and propose an effective solution to the problem.
Generating ideas and providing Arguments and counter arguments:  The participants of the session than after a discussion of the pros and cons of the problem have to generate ideas in order to remove language barriers. In this case, one proposes an idea and provide an argument for his and others have to critics and provide counter-argument against the idea. Thus the session will continue until a suitable and acceptable solution is derived from the session. 
Selection of an appropriate solution:  Thus the game of proposals and arguments, as well as counter-arguments, should continue until the managers of McDonalds reach to an ultimate solution that is best suited for the company and easy to implement by the firm. 
[bookmark: _Toc519291020]Analyzing information for a defined problem
McDonald has captured a large market share in the fast food restaurant business and hence the operation has broken across the national boundaries and at present, the company is serving around 100 countries through its 36900 outlets and 1.9 million workforces.  Among this large number of workforce, they are intensive cultural diversification and orientation. That’s the staffs from a variety of nationals and cultural ethnicity has created a problem and the language barrier is one of such acute problems. Therefore, the management of the company has decided upon the following information the reason for this problem-
Cultural diversification: Although McDonald is a USA based company, the company worldwide operations and that’s why the cultural diversification and cultural influence is a bit higher. Therefore, the company believe in and practice strictly against any type of discrimination any other field. As a result, there are staffs from a variety of culture, nationals and ethnicity and that’s why there exist a language barriers among the staff of the organization. 
Emotional drawback: Emotional drawback and its impact on the behaviour largely impact the problem of language as well as communication barrier and that’s why the management of McDonald should have taken steps in order to reduce language barrier from the staffs. 
Poor management expertise: It is not surprising the fact that the company McDonald’s management team has lackings of expertise in different issues and that’s why the company has to think about the reshaping of the management board and executive board. However, the management team put little or no emphasis on the issue of the language barrier and that’s why the problem is going to be acute day by day.
Excessive expansion policies: There is a myth in the corporate world that McDonald grows in every second and it is true in some instances because the company adopted a huge expansion policy in order to liberate its products worldwide. That’s why the company gets the little scope in order to focus on the issue of language barriers among the staffs and in some cases, the company has to make a compromise with this issue for getting permission in the foreign market in the Japanese and Chinese market.
Lack of training courses: Presently most of the larger firms provide training to its employees on language and communication tactics so that they can adopt an understand a standard mood of language in the corporation. However, there are no such initiatives has been taken yet in McDonald and that’s why the problem is seriously acute in the organization.
[bookmark: _Toc519291021]Distinguishing between data and information and their presentation 
Often we fail to distinguish between data and information and behave like that data and information are same there is a clear distinction between them. However, data and information are not the same and there was a clear distinction between them.
Data: We call data to the raw and unprocessed information which has not been used in the process of decision making. Moreover, data is raw facts which are the proceedings of information and therefore, McDonald collects and records data from various sources and various fact in order to process them and convert to the information that will be used in the decision-making procedures. Moreover, data is not used without further processing in the decision-making procedures.
Information: In simple word, information is the processed data that has been processed following normal procedures, Qualified for the decision making and tested its validity. However, information comes from data and therefore, McDonald rely heavily on the different level of information in order to make a decision. 
Presentation of data and information: it is not an easy task to manage and operate such a large organization like McDonald which has worldwide operations and that’s shy the company has to depend on different types of information so that the company can make an effective decision. However, the data information of McDonald is presented using a diverse range of techniques such as bar charts, Pie charts, Bar chart etc. 
[bookmark: _Toc519291022]Alternative solutions of the stated problem
McDonald has a world-class management team and that’s why the company can identify and solve critical problems using scientific and systematic approaches. Therefore,, the company identifies a range of alternative solutions to the problem of solving language barriers and the solutions are as-
Using plain language: One possible solution to the problem of the language barrier that has been identified by the management of McDonald is to initiate the practice of using plain language and simple words in the communication process so that the language and instruction can be effective for whom the instruction is being given. However, it has seen that there are some staffs who use tough words and technical words in order to show their intelligence and superiority in the company but due to it the purpose of the instruction becomes unattained. 
Providing training: Although there is no such training available in McDonald, the company has decided to provide training on a standard use of language to the staffs who are newly appointed and also to the existing employees who are prone to this acute problem(Gino, 2012). However, the company is expecting to reduce the severity of this problem by providing such training to its staffs and employees.
Use of interpreter and translator: Another possible solution that the company can consider and identify by the management is the use of an interpreter and translator of language although the solution has a number of pitfalls. However, the interpreter and translator will interpret and translate the instruction in the language that the staffs are familiar with. 
Using Visual method: Using visual mood of communication is another possible solution that has been identified by the management of the firm and in this solution, in case of language barriers both the instructor or the person to whom the instruction is provided, use visual mood and gesture of the body parts. 
[bookmark: _Toc519291023]Techniques for making decisions
There are different techniques that the management science adopt in order to make effective decision as well as for increasing the effectiveness of the decisions. McDonald is one of the largest multinational company in the world and therefore, the company has to initiate and make a different important decision in the organizational context and that’s why the company has to follow different techniques such as Fishbone Diagram, Forcefield analysis etc (Leonard, 2010). however, these decision-making techniques assist the firm in order to make an effective decision throughout the organization. 
[bookmark: _Toc519291024]Fishbone diagram	
Fishbone Diagram is one of the decision-making technique that McDonald may implement in the firm in order to make a decision. However, Fishbone diagram is a technique that is also called the root cause analysis technique in which the causes of a problem are identified and then the causes are broken down into further causes (Shinde et al, 2018). Thus the root causes are possible to identify and solve.
[image: ]
Figure: Fishbone diagram
Source: (Shinde et al., 2018)

[bookmark: _Toc519291025]Evaluation of the alternative solutions from the view of Fishbone model
Using plain language: One possible solution to the problem of the language barrier that has been identified by the management of McDonald is to initiate the practice of using plain language and simple words in the communication process so that the language and instruction can be effective for whom the instruction is being given (Noordman, 2012). However, it has seen that there are some staffs who use tough words and technical words in order to show their intelligence and superiority in the company but due to it the purpose of the instruction becomes unattained. However, the implementation of the solution has a little scope because the company has to use different technical terms in the firm that makes it difficult to implement. In addition, there are a number of staffs from nationals where they can hardly the words plainly and that’s why the solution has a drawback.
Providing training: Although there is no such training available in McDonald, the company has decided to provide training on a standard use of language to the staffs who are newly appointed and also to the existing employees who are prone to this acute problem (Istikomah, 2017). However, the company is expecting to reduce the severity of this problem by providing such training to its staffs and employees. Ther3efore, the tr5aining process requires huge investment and on the other hand, it is time-consuming too. That’s why McDonald doesn’t take initiative to train the staffs. Again another fact that now the company has to consider that training in language increase the efficiency and thus the staffs will be able to overcome the barrier. 
Use of interpreter and translator: Another possible solution that the company can consider and identify by the management is the use of an interpreter and translator of language although the solution has a number of pitfalls. However, the interpreter and translator will interpret and translate the instruction in the language that the staffs are familiar with (Jones, 2016). However, keeping a translator and interpreter is not possible in all respect because that may cause allow access to third parties in the decision making and management process. Moreover, it may increase the cost burden of the company. 
Using Visual method: Using visual mood of communication is another possible solution that has been identified by the management of the firm and in this solution, in case of language barriers both the instructor or the person to whom the instruction is provided, use visual mood and gesture of the body parts. However, a visual method is not allowable to all especially to the top management and on the other hand, it is not understandable to everyone.
[bookmark: _Toc519291026]Accepted decision and justification
McDonald is one of the largest companies in the restaurant chain business an that’s why the company has a strong management team. After a thorough analysis of the problem, the company has decided to provide training to the staffs on language issues so that the company staff can overcome their language barrier. 
The chosen decision is justified because training enhances the performance of the staffs of McDonald. Although the company has to bear a cost in order to provide training, it will assists McDonald so that the company could be able to solve it. This solution is justified than all other solution because the implementation of the solution has a little scope because the company has to use different technical terms in the firm that makes it difficult to implement. In addition, there are a number of staffs from nationals where they can hardly the words plainly and that’s why the solution has a drawback (O’Neil et al., 2012). On the other hand, keeping a translator and interpreter is not possible in all respect because that may cause allow access to third parties in the decision making and management process. Moreover, it may increase the cost burden of the company. Again, a visual method is not allowable to all especially to the top management and on the other hand, it is not understandable to everyone.
[bookmark: _Toc519291027]Reasons for organizational change and principles of change management
Organizational change is the time requirement of an organization which occurs in order to make the organization up to date with the current and competitive world. That’s why McDonald bring changes in different aspects of the organization. For example, the company has to bring changes in the language used such as the implementation of plain language or bring changes in the method and mood of getting an entry in the foreign market (Perkins et al., 2017). In addition, in order to capture a large market share and meet the expectation of the large customers, the company has to bring about changes in the organization. Furthermore, the effect of the multi-culture and complex pattern of behaviour, the company has to bring changes. 
[bookmark: _Toc519291028]Principles of change management
There are some specific set of principles that govern the change management process. The principles of change management are as follows-
Reflect culture: The change of an organization must reflect the culture of the organization and the related community and that’s why McDonald has to bring in the organizational process in order to cope up with the culture in which the organization is doing its business(Schmidle, 2011). Similarly, the staffs of the organization also from a specific culture that might be different from the market in which the company is being operated. That’s why the company should change organizational practices according to culture.
Start from top management: It is imperative for McDonald and other companies to start the change process from the top management because if the top management doesn’t change their practices, lower level managers will not get the motivation to implement the change.
Engage every corner: McDonald has to engage each and every corner with the change and all layer of the organization must have an effect on the change of the organization. That’s why the company should communicate the change with every layer of organization.
Cost management: All the companies have to consider the cost issue when considering the change in the organization and for this reason, the company McDonald has to think twice before implementing the proposed change in the organization.

Solution provider: Another principle of change management is that the change should be a solution provider so that the company can benefit from the change(Marwala, 2016). However, the proposed change should provide a solution to the problem that is faced by the management of McDonald.
[bookmark: _Toc519291029]Plan Development for providing training on language 
Before initiating any plan, the management of McDonald prepares a specific action plan in order to provide training for overcoming language barriers. The following steps and action plans are followed by the McDonald-
[image: ]
Figure: Plan development for training on language proficiency
Source: Author 
Determining the number of staffs: before implementing any training program the company has to determine the number of staffs who are required training because all the staffs are not required to have training. On the other hand, as it involves cost, McDonald should select essential and badly needed staffs for providing training. 
Determining the length of training: The company has to determine the lengths of the training period in order to provide training to the staffs in order to provide training. Therefore, the accurate time period of training assists to determine the cost and relative issues.
Considering the cost: McDonald has to consider the cost issue before implementing planning session and that’s why the company has to make a cost-benefit analysis in order to find the effectiveness of training on language.
Employing an institute or organization: The next step of the cost-benefit analysis is to employ an institute or organization that will provide training courses to the staffs in order to overcome the language barrier(Denby, 2010). However, the national language institute is better one for employing such an institute.
Reviewing progress: The next step of employing organization and staffs in the organization, the Company has to review the progress of staffs. Therefore, it will increase the effectiveness of training. 


[bookmark: _Toc519291030]Communicating plan for the relative stakeholders 
The plan that McDonald has chosen has to be communicated to the different level of stakeholders and the process of communication is as follows-
[image: ]
Figure: Process of communicating the plan
Source: (Rao, 2010)

Defining objectives of communication: the first step that the McDonald has to consider before communicating the plan to the stakeholder is to define the objectives and goals of communication and that’s why the company has to define why the prosed change is going to implement (Rao, 2010). However, the objectives and goals of the plan of McDonald are to assists the staffs in order to overcome the language barrier.
Identify key messages: The next step is to identify what should be communicated to the stakeholders of the organization (Bonfilio et al., 2010). However, McDonald will communicate the plan of providing training to the staffs for assisting in overcoming the language barrier.
Defining and prioritizing key stakeholders: It is imperative to define and prioritize the key stakeholders of the company to whom the plan will be communicated and that’s why McDonald prepares a list of potential stakeholders and according to priority.
Developing tactics: in this stage, McDonald has to develop tactics for communicating the plan to the stakeholders and in this case, the company has to be careful about the effectiveness of the tactics.
Communicating plan and feedback: after completion all of the stages, the company now ready to communicate the plan and after communicating, the company received feedback from the stakeholders of a different level. 
[bookmark: _Toc519291031]Appropriate monitoring and review techniques 
After implementing any plan, the company is bound to monitor the performance and review them whether the plan is going according to the objective of it. However, the monitoring and review techniques are as follows-
Setting goals: The first step of the monitoring and review process is to set a goal for which the plan is implemented that includes the prime reason for the plan implementation (Delorme, 2014). Therefore, the goals should be set at the front of the eye of the manager of McDonald.
Setting standard: It is necessary in order to have a standard of performance with which the management of McDonald will compare the actual performance and see if there is any deviation in the performance. 
Data collection: In order to monitor and review of performance, the company has to collect the relevant data from different sources and compare them with actual performance.
Comparing with the standard: The next step after collecting the required data is to compare them with standard and see if there is any deviation in the performance of the staffs. 
Analyzing performance: However, in the last step, the company has to analyze the performance of the implemented plan and strategy and defining reasons if there is any deviation. Moreover, the purpose is also to provide a recommendation to with the management about performance.
[bookmark: _Toc519291032]Conclusion
McDonald is one of the market leaders in the chain restaurant business which is facing now problems due to the language barrier among the staffs and that’s why the company has decided to provide training to its staffs. For this reason, the company has prepared an action plan and tactics by which the action plan will be communicated to the stakeholders. Moreover, the company has also adopted proper monitoring and review techniques.  

















[bookmark: _Toc519291033]References 
Bonfilio, R., de Araújo, M. and Salgado, H. (2010). A Review of Analytical Techniques for Determination of Glimepiride: Present and Perspectives. Therapeutic Drug Monitoring, 32(5), pp.550-559
Delorme, Q. (2014). Defining Goals and Objectives for a Woodlot. The Forestry Chronicle, 90(05), pp.560-561.
Denby, S. (2010). The importance of training needs analysis. Industrial and Commercial Training, 42(3), pp.147-150.
Gino, C. (2012). Language barrier. New Scientist, 214(2868), p.33.
Istikomah, I. (2017). The Influences Of Problem-Based Learning Model with Fishbone Diagram to Students' Critical Thinking Ability. Indonesian Journal of Informatics Education, 1(2).
Jones, P. (2016). Communicating strategy. London: Routledge.
Leonard, B. (2010). Multidimensional decision making. [Bradford, England]: Emerald.
Marwala, T. (2016). Artificial intelligence techniques for rational decision making. [Place of publication not identified]: Springer International Pu.
McDonalds.com. (2018). McDonald's: Burgers, Fries & More. Quality Ingredients.. [online] Available at: https://www.McDonalds.com/us/en-us.html [Accessed 12 Jul. 2018].
Noordman (2012). Do Trained Practice Nurses Apply Motivational Interviewing Techniques in Primary Care Consultations?. Journal of 
O'Neil, J., Drillings, M. and O'Neil, H. (2012). Motivation. Hoboken: Taylor and Francis.
Perkins, G., Lean, J. and Newbery, R. (2017). The Role of Organizational Vision in Guiding Idea Generation within SME Contexts. Creativity and Innovation Management, 26(1), pp.75-90.
PUTMAN, V. and PAULUS, P. (2010). Brainstorming, Brainstorming Rules and Decision Making. The Journal of Creative Behavior, 43(1), pp.29-40.
Schmidle, T. (2011). Performance Management. Public Performance & Management Review, 35(2), pp.370-389.
Shinde, D., Ahirrao, S. and Prasad, R. (2018). Fishbone Diagram: Application to Identify the Root Causes of Student–Staff Problems in Technical Education. Wireless Personal Communications, 100(2), pp.653-664.
Tornquist, D. (2010). Effects of Amtrak's poor on-time performance. [Washington, D.C.]: U.S. Dept. of Transportation, Office of the Secretary of Transportation, Office of Inspector General.
Venkateswara Rao, T. (2010). Performance management and appraisal systems. New Delhi: Response Books, a division of Sage Publication.


1

image3.png
Defining and pricritizing key

stakeholders





image1.png
Using plain language  Providing training.

Highly diversified Time consuming | Enhance efficiency

Intensive technical term Costly

Language barier

Not implementable always , Need training

Little scope Cost burden

Use of inferpreter and translator ~ Use of visual mood.




image2.png
Determining the length of training
Considering the cost

Employing institute or organization





 


1


 


 


 


 


 


Problem Solving and Decision Making


 


Name 


Jahangir


 


ali


 


S


tudent 


ID 1705535


 


 


 


 


 


 


 




  1           Problem Solving and Decision Making   Name  Jahangir   ali   S tudent  ID 1705535              

