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1. Executive summary 

The purpose of this report is to identify a problem within an organisation and then come up with a solution. To do this, the problem will be stated clearly, focused and specific. This also includes a definition of the scope, the extent of the impact of the problem including how many people it’s impacting and how it affects the organisation financially. Then, problem solving techniques will be detailed, including Ishikawa’s fishbone diagram and the 5 why’s theory. Next, three possible solutions to the problem will be gone into detail which will all have both strengths and weaknesses to it. Finally, the last part will be the problem solving implementation where the problem solving is taken into action including a timeframe and a questionnaire.
Ishikawa’s fishbone diagram and the 5 Why’s theory were used because they both fitted in with the problem and how to solve it. They both helped me to find possible solutions to the main problem and think of strengths and weaknesses for it. 
Matthews House made a huge impact on my report as I have been working within the organisation for a long time now so I know everything internally and externally. I was able to get in contact with Thom, the manager, whenever I needed to clarify anything so this proves all information and statistics about the organisation are trustworthy. 
	




2. Introduction 

This is a problem-solving report in which describes a real case study within Matthews House. This report provides background information about Matthews House, as well as one problem that is being faced by the organisation. Within the main problem they face, there will be a number of problem solving techniques, how to solve the problem and the problem solving implementation which the report will discuss. The report analyses the complex problem by defining the scope and impact of the problem by analysing information on the identified problem as a part of the decision making process. According to Silva (2014), the theorist Kaoru Ishikawa created a diagram named after himself which is a theory on the root cause problem solving. It was popular in the 1960s as it became one of the founding fathers of modern management, this theory influences the report throughout. 

2.1 Report remit 

This report is seeking to achieve solving a certain problem. To do this, the report identifies the organisations biggest on-going internal problem, followed by at least two techniques which will help the problem solving process, next actually solving the problem including a number of solutions and explaining how the all influence solving the whole problem, and finally, how the problem was solved step by step including timeframes, resources and how they will communicate the solution to the problem to the relevant stakeholders and how they will measure the success of the approach and finally how to monitor the success in an ongoing fashion.
2.2 Brief background of the organisation

Matthews House is a not for profit organisation which was established in 2015. It was founded by a group of 30 friends who attended a similar organisation in Cardiff, they then decided that it was exactly what Swansea needed as there was not anything like this already. The organisation takes in the vulnerable and homeless of Swansea and allows them to come whenever they need for anything from a home cooked meal to a simple chat for however long they like. They also provide showers and a wash room where homeless individuals can have a shower and have their clothes washed free of charge which allows them to feel valued just like everyone else. The group of friends all put money together and had a start-up capital of five thousand pounds which had limited impact, but they did allow the organisation to begin operating in a limited capacity. Matthews House won The Hill Church in Swansea’s City Centre at auction for £75,000 and since then have done a lot of refurbishment as it was a little run down (The Hill Church, 2017). My experience with Matthews House was all positive as they allowed me to help them as much as I possibly could. I personally helped them with their latest problem which is now resolved due to my charity work, which was to raise money to refurbish the shower room. 

2.3 The problem – Not enough awareness being spread on social media and online.

Ishikawa (1990), states that a problem cannot be solved if the key points and objectives are not understood. After weighing up many different problems Matthews House faces internally, a conclusion was made up that the biggest problem they encounter is the fact that spreading awareness both on social media and online is a problem the organisation has been struggling with ever since opening and they believe this is the best way they will get people to know about them, find out what they do and get people to sponsor them meaning this is their biggest chance of success. Thom, the manager of the organisation, is the only person who works for Matthews House that does anything online and on social media meaning only people he knows are going to be able to access any information about the business. Also, they do have a website but people initially have to know about the organisation to access it. 
	According to Davis (2014), social media is vital for a small business as the social media brand is continuously evolving and constructed by the community and its stakeholders. He adds, one the community get on board with organisations, they will constantly work as a team to make the company relevant to more and more people. It is vital for Matthews House also as its their biggest platform to work with as they have so much potential to expand on their business. The organisation needs to advertise all over the internet so people even outside of Swansea know about it and can help fundraise.
	The scope of the problem is if the organisation continues to lack the spread of awareness on social media and online then fewer people will take it seriously, they may not feel it is really willing to do the best it can for the homeless and vulnerable of Swansea. The importance of problem solving to Meador (1997), is understanding the problems, forming ideas and modifying the hypotheses then communicating the results. This only proves that the extent of the impact on the problem for the organisation is vital as it can make or break the organisations mission statement. 
	The problem is impacting many people both positively and negatively, to be specific, its impacting the homeless people who are based in the city centre positively as they will already know about Matthews House due to the fact it’s based on a road where there are many homeless people meaning no need for social media or online information as there people do not have access to the internet anyway. Griffiths (2017), wrote an article on the Wales Online about the increase in homeless people in Swansea. She states the number of homeless people has increased by 21% meaning every night there is around 12 to 27 homeless people sleeping on the streets per night. This shows more and more people are needing Matthews House but their biggest problem isn’t affecting the people who rely on the organisation. 
On the other hand, financially, for the organisation to run efficiently they need to spread awareness online and through social media so that people who can afford to spare a few pounds a month for this charity will do so. This is where the problem is impacting the organisation negatively, they need to ensure all their good work, up-coming events, impact on the homeless, is available online to be accessed so that people all over the world can support financially. To support this, an article written by Lee (2016) on a website called Buffer Social, stated that 88% of not for profit organisations said emails and their websites were the most important tools of communication with 97% of them using Facebook, which is the involvement of the engagement of their donations. 
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(Figure 2.1 Average number of Facebook fans (2016), https://blog.bufferapp.com/social-media-non-profits) 

As you can see from the graph above, there are already 11,000 Facebook fans for small businesses alone, and 215,000 fans for cultural reasons such as places like Matthews House. This is just Facebook alone, which is a clear indicator that for the organisation to have online and social media support they need to express themselves on Facebook and the more they share posts on how its impacting the homeless so more people will get involved to prevent their problem getting any bigger. 

3. Problem solving techniques 

There are a number of models by Ishikawa which are believed to influence problem solving techniques which include the herringbone diagram, fishbone diagram, cause-and-effect diagram, and fishikawa (Saeger 2015). Two models that are believed to support Matthew Houses problem are the 5 Why’s and the Ishikawa fishbone 8 P’s diagram. 
	Firstly, the 5 Why’s is a beneficial problem solving technique as it clearly identifies why the problem has been caused which makes it easier to identify the counter-measure. This would help Matthews House hugely as Thom is the only responsible person who has the access to put information online about the organisation. As you can see below, this is a typical example of the 5 Why’s. 
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(Figure 3.1 5 Why’s example (https://www.mindtools.com/pages/article/newTMC_5W.htm)

In regards, to Matthews House their problem is not enough awareness being spread on social media and online. The first Why? Because Matthews House are not putting enough information about what they do, what they’re about, who helps them, what other organisations they are in partnership with, etc. online for people to see. The second Why? Because Thom is the only paid worker and can’t do it all himself as over-all he manages the whole organisation. The third Why? Thom is the only reliable source to put the organisations personal information online as he is the only one who knows exactly what can and can’t go online. The forth Why? The non-paid unofficial workers, the volunteers, could potentially put incorrect information online as they aren’t trained to know what is and isn’t allowed. The fifth Why? The volunteers aren’t allowed access to information and the service users information as they could easily leave the organisation whenever they like, and they could put information online that they shouldn’t. This concludes to the counter-measure being for Thom to employ a member of staff that deals with the online and social media sites and set up a contract so that no confidentiality is leaked, if confidentiality is leaked then this is illegal and the organisation can get into a lot of legal issues which have a big cost (Barros et al, 2012). 
	This is a strong problem solving technique as every possible ‘why’ is taken into considering resulting in a better, stronger, counter-measure. Sakichi Toyoda actually came up with this theory and according to Snyder (2018), Toyoda created this theory so that business people could find solutions in innovated places that led to dramatic improvements, and mainly, so that they could reach the core of the issue. This is exactly what has happened, this technique identified the core of the issue.
	Next, the Ishikawa fishbone 8 P’s diagram which states the product/service, price, place, promotion, people, process, physical evidence and packaging which lead to the problem. For example, if a company’s problem is not enough passing trade, then the ‘place’ can be the reason as they could be in a poor location. The diagram below is an example template. 
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(Figure 3.2 Service problem – Ishikawa diagram, https://www.edrawsoft.com/8p-method.php)

This is a very detailed problem solving technique as it covers every possible marketing strategy, which means nothing can slip. The product/service cause for the problem from Matthews House is the fact that Thom and the volunteers provide the service to the homeless and vulnerable of Swansea so therefore have no spare time to sort out their internet base for the organisation. The price cause for the problem is the fact that Thom relies on fundraisers to support the organisation financially but they only fund situations like the food and the refurbishment of facilities for the homeless to use, and it’s unethical to ask for money to start up an online business. For promotion, the cause of the problem is advertisement costs a lot of money, as there is no fixed income, Thom is unable to set up direct debits for advertisement as he may be able to afford it one month and not the next. Thom relies on friends and friends of friends to give generous offerings when it comes to advertising. There is no huge cause for the problem when it comes to the people as homeless and vulnerable people are always coming to Matthews House as its based where homeless people sleep out, although, people on high/medium incomes need to know about this organisation more so they are able to support financially. The main cause of the problem in regards to process is the fact that Matthews House isn’t all over the internet, if it was then people all over the world would know about it meaning more and more people could support and spread awareness. For physical evidence, there’s no signs or posters over Swansea town that inform people about the organisation, if there was, then physically people would get to know what it’s about and spread awareness to others. Finally, for packaging, the main cause of the problem is the fact the organisation isn’t presenting itself very well, they must present themselves in a good light. This all concludes to the service problem being not enough awareness being spread on social media and online. The process of the 8 P’s in the marketing mix formulation and balancing is unique to any organisation marketing services but the concept is vital to an understanding of their marketing strategy (Gubbins. J, E. 2003). 

3.1 Solving the problem 

This section of the report identifies the actual application of the problem solving tools and techniques. There are three potential solutions to this problem, although, all have both positives and negatives to it. According to Nagarkatte and Oley (2017), before beginning to solve the problem, it is vital to define the problem and ask yourself, “what is my problem? And what is the main issue that bothers the organisation?”. 
	After using problem solving techniques, one main solution was highlighted, this is for Thom to hire someone else to work for the organisation who can spend all their time spreading awareness online and social media. This would mean that there is someone dedicated to making the profile fully accessible to people worldwide, engaging and approachable which is what this organisation needs. According to Sir. T. Vasantham and Dr. C. Swarnalatha (2016), if Thom does employ someone, he needs to make sure the staff member is motivated and has an interest in this sector otherwise they won’t perform well and won’t provide good customer service. This would be a huge strength to the business as everyone will be able to have access to all of the information and will be able to donate money online if they please. On the other hand, as Matthews House is a not-for-profit organisation they don’t have a reliable monthly income which means Thom may not be able to afford to pay a member of staff. This is something that he should consider as it could potentially be a strong investment. 
	Another possible solution could be for Thom to pay for advertisements. Including television, newspaper, YouTube adverts, Facebook advertisements, etc. this could potentially be valuable for the organisation as according to the Internet World Stats (2017), it is estimated that today in 2018, 704,833,752 million people in Europe alone are using the internet daily and 4,156,932,140 billion people in the whole world use the internet daily as you can see from the graph below. 
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(Figure 3.3 World internet usage and population statistics (2017) https://www.internetworldstats.com/stats.htm)
This only proves how many people would be able to understand more and access information about the organisation if awareness is spread correctly all over the internet by paying big companies such as Facebook, Twitter, and YouTube to advertise Matthews House. Currently YouTube alone have stated on their website that they have over a billion users which is almost one third of the internet (YouTube, 2018). Although, just like the first possible solution, the downside is the fact Thom simply can’t afford to pay massive organisations such as these as he has hardly any income. After looking at both of these possible solutions, it’s obvious that finance is the main issue faced to resolve the main problem.
	A possible solution which involves no money being invested is a strong idea for this organisation. Therefore, a solution has been made to solve the problem, this is for Thom to take a few days just to set up an online page where people can write whatever they think about the organisation, what they do, how the help the vulnerable and homeless of Swansea, and to post pictures of their experience. Thom can also allow volunteers to make posters and signs to go all over Swansea City Centre as this is where most people go daily, so that people can know about it and go online to look even more. Hopefully then people can share posts onto huge social media sites such as Facebook and Twitter so that awareness is spread, and also if people video their experience inside Matthews House they can post videos in YouTube for their billions of people to see also. There don’t seem to be and drawbacks of this solution as no money is being spent, all of Thom’s time isn’t being spent or wasted, and this allows more volunteers to help out the organisation. Munsaka (2013), contends that stakeholder involvement, interest and expectations in organisations work such as charity’s, is key to success and problem solving as these are the group of people that use the service so will notice key areas of improvement. 

3.2 Problem solving implementation

Eskin (2013) contended that problem solving implementation is the main steps leading up to the solution of the problem. The best way to do this is to create a timeframe according to Lesser and Prusak (2003), as it’s a sufficient way to help solve the problem as long as you have the correct knowledge as well to do so. A timeframe would be beneficial for Thom as he doesn’t have a lot of time himself to figure things out, so a timeframe could allow him to get this problem solved without worrying whether it will be done in a reasonable amount of time or not.  As you can see below, a timeframe was created in order for Matthews House to follow so that they can solve their main problem.
	What needs to be done
	Start time
	complete time

	First thom needs to get all volunteers together for a meeting
	20th May 2018 
	25th May 2018

	thom needs to explain to volunteers everything that is and is not allowed online

Thom also needs to create the page with a password accessible to all volunteers
	25th May 2018
	25th May 2018

	volunteers need to create posters and signs to go all over Swansea town so people know to look on the website
	26th May 2018
	2nd June 2018

	Volunteers need to look on facebook to see the general publics posts so that they can then share on the site resulting in bigger market
	16th June 2018
	Continue 

	everytime visitors come to Matthews house, ask them to record videos of their experience to post onto youtube
	16th June 2018
	Continue 


(Table 3.1 – timeframe)
The strongest part of this problem solving implementation is the fact that when it comes to resources needed, finance is mitigated as the organisation doesn’t need to invest in a lot of money, or any in fact. All they really need is items for the posters and signs such as access to a printer and a computer, and the volunteers that they already have with their creativity skills. 
	Communicating the solution to the problem is key. This means, letting the problem know what the solution is. Pilkington (2016), informs us that when problems arise, the communication is brought to the solution in order to solve it. As the solution to the problem would be for the organisation to invest some time into creating websites and social media pages about the organisation and what they do to help the homeless and vulnerable of Swansea, this would hugely help solve the problem in many ways. Firstly, the problem would be solved as awareness would be spread continuously and after every event that happens within the organisation meaning everyone online and on social media would be able to see whenever they want. Secondly, Matthews House would be at more ease as they would have access to who has set up a direct debit to fund what they do, this results in the vulnerable and homeless having more security and relief that there is somewhere they can go when they need it most. This could be done by Thom and the volunteers letting the service users know that it’s a secure place by allowing the fundraisers meet the people they support. 
	Matthews House’s relevant stakeholders need to be informed about the problem because they are the best chance of solving it. A questionnaire was asked to 30 of the relevant stakeholders aged between 25 to 70 who fund the organisation monthly so that things they liked, didn’t like, want to change etc. could be highlighted. It was decided that this questionnaire would take place to find out what current stakeholders think, to help the organisation identify what they need to do to attract more stakeholders. As you can see in appendix 1, the question was asked ‘do you use social media at all?’ and 47% of people said yes, with a high chance of that percentage being from the 25 to 35-year-old bracket of who were asked because according to the office of National Statistics (2014), the 25 to 34-year-old bracket used the internet more than 65+ by 88%. This asks the question would only younger people look online anyway? Is it pointless if their target market is people over 35 years old? 
	The journal of small business and entrepreneurship (1991) cites that measuring success involves examining the different dimensions of the success construct, which means figuring out what dimensions are important to the organisation and how they define personal success. The measure of success will be done by looking at statistics of how many people are currently fundraising Matthews House monthly compared with how many are in a months-time, 5 months-time, to a years-time to see if spreading awareness online and on social media does actually make an impact on the organisation. As there are no financial costs being put into this innovation, no money will be lost. Time will be lost in some ways but in other ways it is a great experience for the organisation and at least they can mitigate this idea out and try a new one if it doesn’t work. 
	As Thom is financially stable to hire a new member of staff, Thom could always put out a volunteer job for someone to do the job role. This would result in an increase revenue for the charity, grant money, increase on the donations, and increase the amount of supporters towards Matthews House. Thom wouldn’t have to pay anything but at the same time would be doing all of these things to increase on the organisation in many different ways. This could be a good investment for Thom as his main problem would be resolved with no money being spend through the organisation.


4. Conclusion 
To conclude this report, Matthews House face a huge a problem due to the fact they don’t spread enough awareness online resulting in only people who have made their own personal effort know about the organisation where instead, people worldwide should know about it as they could expand. Personally, I think if they invest some time into creating a bigger and better online profile, they will succeed and be able to invest in more in years to come.
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Appendix


Appendix 1 – 


	Questionnaire to Matthew stakeholders
	House’s relevant 

	1. Do posts on Facebook satisfy you on where your money goes?
	Yes 

No 

	2. Would you like to be more involved online?
	Yes

No 

	3. Do you think the minimum of £10 a month is too much for what is portrayed online by the organisation for what they do?
	Yes

No 

	4. Do you use social media at all?
	Yes 

No 

	5. Do you think if the volunteers of Matthews House made YouTube videos, more of the public would watch them and support the organisation? 
	Yes 

No 
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World Regions Population ropulation Internet Users Pene:ration Growth Interm:t

(2018 Est.) % of World 31 Dec 2017 Rate (% Pop.) | 2000-2018 | Users %
Africa 1,287,914,329 16.9 % 453,329,534 352 % 9,941 % 10.9 %
Asia 4,207,588,157 55.1 % 2,023,630,194 48.1% 1,670 % 48.7 %
Europe 827,650,849 10.8 % 704,833,752 85.2 % 570 % 17.0%
Latin America / Caribbean 652,047,996 8.5 % 437,001,277 67.0 % 2,318 % 10.5%
Middle East 254,438,981 33% 164,037,259 64.5 % 4,893 % 3.9%
North America 363,844,662 48 % 345,660,847 95.0 % 219 % 8.3 %
Oceania / Australia 41,273,454 0.6 % 28,439,277 68.9 % 273 % 0.7 %
WORLD TOTAL 7,634,758,428 100.0 % 4,156,932,140 54.4 % 1,052 %| 100.0 %
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