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Introduction 

Problem solving and decision making are two of the most critical skills required in any workplace. Every organisation, regardless of size or industry, encounters challenges that demand careful thought, logical reasoning, and sound judgment. 

Effective problem solving ensures that workplace issues are resolved in ways that minimise disruption, while strong decision making ensures that resources are allocated efficiently and organisational goals are met. Although these concepts are often used interchangeably, problem solving is typically about identifying and addressing obstacles, whereas decision making involves selecting the best course of action among alternatives. Both skills are essential for workplace productivity, innovation, and long-term success.

Problem solving and decision making are fundamental functions of effective management. In any organisation, managers are continually faced with challenges and uncertainties that require timely and well-thought-out responses. Problem solving involves identifying issues that hinder organisational goals and developing strategies to overcome them. Decision making, on the other hand, is the process of selecting the best course of action from various alternatives to achieve desired outcomes.

Both processes are closely interconnected and critical for achieving organisational success. Effective problem solving ensures that obstacles are addressed promptly, while sound decision making helps managers allocate resources efficiently, reduce risks, and capitalise on opportunities. In today’s dynamic business environment, the ability to solve problems and make decisions confidently is a key determinant of a manager’s effectiveness and an organisation’s sustainability.

Definition 
Problem solving is the process of identifying, analysing, and resolving obstacles or challenges that prevent individuals or organisations from achieving their goals. It involves recognising the problem, generating possible solutions, evaluating alternatives, and implementing the most effective course of action to overcome the issue.

Decision making is the process of identifying and choosing the best course of action from available alternatives to achieve a desired goal or solve a problem. It involves evaluating information, considering possible options, weighing the pros and cons, and selecting the most appropriate solution.

The Importance of Problem Solving in the Workplace

Problems in the workplace can take many forms: technical breakdowns, miscommunication between teams, conflicts among employees, financial constraints, or even unexpected external factors such as changes in market trends or global crises. Left unaddressed, these issues can reduce efficiency, harm employee morale, and negatively impact customer satisfaction.
Problem solving is important because it ensures that obstacles are not only dealt with quickly but also resolved in ways that prevent recurrence. 

Effective problem solving also fosters innovation. Many organisations view problems as opportunities for improvement. When employees adopt a problem-solving mindset, they are more likely to experiment with new approaches, propose creative solutions, and contribute to continuous improvement.




Problem Solving is a task best performed by teams and reliant on effective communication.
Is this true? False? Why? Answer is True 


Diverse Perspectives: Teams bring together people with different backgrounds, experiences, and skills. This diversity often leads to more creative and effective solutions.
Shared Workload: Complex problems often require multiple steps and expertise, which can be more efficiently handled by a group.
Checks and Balances: Team members can challenge assumptions, identify blind spots, and prevent errors.
Increased Buy-in: Solutions developed collaboratively tend to have stronger support from all involved, making implementation smoother.

This is why Effective Communication is Crucial
  
Clarity: Without clear communication, team members may misunderstand the problem or the proposed solutions
Coordination: Good communication ensures tasks are divided properly and efforts are aligned.
Conflict Resolution: Open communication helps manage disagreements constructively, keeping the team focused on the problem.
Feedback: Continuous feedback helps refine ideas and improve solutions.

While problem solving is often enhanced by teams and effective communication, it’s not an absolute rule. The nature of the problem, team dynamics, and communication quality all influence whether team-based problem solving is the best approach.


Knowledge
Having a deep understanding of people (team dynamics, communication styles), tasks (roles, responsibilities), and organisational influences (policies, objectives, procedures) is essential. This knowledge forms the foundation for effective management and problem-solving.

Why it matters:
· Helps anticipate how people might react to changes or challenges.
· Ensures tasks are aligned with the organisation’s goals and policies.
· Enables adherence to procedures, reducing risks of errors or compliance issues.

Example:
A manager knows the company’s policy on remote work and understands how to coordinate a team across different locations, ensuring everyone stays productive without violating company rules.

Skills
Skills involve the practical ability to identify problems, analyse their root causes, and develop effective solutions.

Why it matters:
· Enables quick recognition of issues before they escalate.
· Helps break down complex problems into manageable parts.
· Encourages creative and evidence-based problem-solving.

Example:
A project leader notices deadlines are being missed. Using problem-solving skills, they investigate causes (e.g., poor communication, resource shortages) and implement new workflows or tools to improve team coordination.


Judgement
Judgement refers to the ability to make sound decisions based on available information throughout the problem-solving process.

Why it matters:
· Guides choosing the best possible solution among alternatives.
· Balances risks and benefits when making decisions.
· Supports timely action to resolve issues effectively.

Example:
When a supplier delays delivery, the purchasing manager uses judgement to decide whether to wait, find a new supplier, or adjust project timelines, considering costs and impact on the project.

Initial Analysis 

1. Gather Information
Who is affected?
When and where does the problem occur?
What are the symptoms or signs of the problem?
What previous attempts have been made to address it?

The goal is to get a full understanding of the situation before moving forward.

2. Define the Scope
What parts of the organisation or process are involved?
What resources are affected?
Is it a localised or widespread issue?
What areas will the solution cover?

This helps focus efforts and avoids trying to solve too broad or unrelated issues at once.

3. Define the Impact
How does the problem affect productivity, costs, customer satisfaction, or safety?
What are the short-term and long-term effects?
Who or what suffers most from the problem?

Knowing the impact helps prioritise the urgency and scale of the solution.

4. Determine Consequences
What risks or damages might escalate?
Could the problem lead to financial loss, legal issues, or reputational harm?
What opportunities might be lost?
Could it affect employee morale or customer trust?

Problem solving continuous improvement 

Problem solving focuses on digging deeper into issues to find the root causes rather than just addressing surface-level symptoms. This ensures solutions are effective and prevent recurring problems.
Through problem solving, organisations learn from mistakes and unexpected challenges. This learning fosters adaptation, helping the system evolve and improve over time.
Effective problem solving can lead to small, continuous improvements as well as major innovations, both critical to maintaining a competitive edge.


Creative problem solving 


To the Organisation:
· Improved innovation: Drives new ideas, products, and services that can differentiate the company in the market.
· Cost savings: Finding more efficient or alternative ways to solve problems can reduce expenses.
· Enhanced reputation: Known for innovation, the organisation attracts top talent and loyal customers.


To the Team:
· Stronger collaboration: Encourages open communication and sharing of diverse ideas.
· Better conflict resolution: Creative approaches can help find win-win solutions during disagreements.
· Diverse perspectives valued: Encourages inclusivity and respect for different viewpoints.


To the Individual:
· Enhanced critical thinking: Improves ability to analyse problems from different angles.
· Greater job satisfaction: Engaging in meaningful problem solving makes work more enjoyable.
· Better career prospects: Creative thinkers are highly valued and often rewarded with advancement opportunities.

Problem Categories
 
Strategic problems  - are longer term, wide ranging problems that have significant consequences for the organisation as a whole
 
Operational problems  - are usually medium to short term and involve the management


Administrative problems  - are usually short term or have a right or wrong answer according to the policies and procedures of the organisation.



Brainstorming
Brainstorming helps in the workplace because it could help come up with ideas from other people perspective 
· Slow service
· Poor  quality
· Unfriendly staff
· Dirty environment
· Limited options





Mind Mapping
          Slow Service
               |
     Unfriendly Staff -- Low Customer Satisfaction -- Poor  Quality
               |
          Dirty Environment
               |
         Limited Options















5 Whys
Problem: Low customer satisfaction
· Why are there not enough employees? Because of budget cuts.
· Why were budget cuts made? To reduce operational costs.
· Why? Because service is slow
· Why are staff overwhelmed? Because there are not enough employees.
· Why is service slow? Because staff are overwhelmed.





	People 
	process
	Product/service
	Environment 
	policy
	Technology 
	

	Insufficient staffing 

	Errors in order fulfilment

	Products not meeting customer expectations

	Inconvenient location or parking

	Limited operating hours

	Lack of online ordering or support

	

	Poor staff training

	Inconsistent service delivery

	Poor quality of products

	Unclean or uncomfortable premises

	Poor handling of complaints or refunds

	Slow or unreliable internet connection

	

	High employee turnover

	Long wait times

	Incorrect or incomplete orders

	Inadequate seating or facilities

	Unclear pricing or hidden charges

	Website or app usability issues

	

	Lack of communication skills

	Lack of customer feedback system

	Limited product selection

	Poor lighting or layout

	Lack of customer loyalty programs

	Inefficient POS systems

	

	Unfriendly or inattentive employees

	Complicated ordering or checkout process

	Lack of customisation options

	Noisy or crowded atmosphere

	Rigid return or complaint policies

	Poor integration between systems (inventory, sales)

	

	
	
	
	
	
	
	






Proposed Alternative Solutions

Solution 1: Increase Staffing During Peak Hours

Hire part-time staff for morning and lunchtime rush hours.
Pros: Immediate improvement in service speed; reduced stress on existing staff.
Cons: Increased wage expenses; requires training time.
Solution 2: Comprehensive Staff Training
Provide in-depth training on new software and processes.
Pros: Improves skills, increases confidence, reduces errors.
Cons: Requires time and budget allocation.

Solution 3: Process Review and Streamlining
Map current workflows and remove unnecessary steps.
Pros: Improves efficiency and productivity.
Cons: Requires process redesign and possible role changes.

Solution 4: Improve Workplace Communication
Establish regular team meetings and feedback channels.
Pros: Builds trust, clarifies expectations.
Cons: May require cultural change in management style.

Solution 5: Employee Engagement Initiatives
Recognise achievements, create team-building activities.
Pros: Boosts morale, encourages collaboration.
Cons: Requires continuous effort and monitoring.




Cost–Benefit Analysis 
costs and benefits over a 12-month period.

	Option

	Estimated Cost 

	Annual Savings 

	Net Benefit 


	Hire Additional Staff

	35,000

	80,000

		
	
	
	+45,000




	Enhance Training

	15,000

	40,000

	+25,000


	Technology 
	90,000

	50,000

		
	
	
	–40,000




	
	
	
	






Grid Analysis- Criteria selection 


	Criteria 
	Weigh 

	Response Time

	40%

	Sustainability

	15%

	Ease of Implementation

	20%

	Cost Efficiency

	25%



Scoring Method 

	option
	Response time 
	Cost efficiency 
	Ease of Implementation 

	Sustainability

	Total Score


	Hire additional staff
	4 → 1.6

	2 → 0.5

	3 → 0.6

	3 → 0.45

	3.15


	enhance training 
	3 → 1.2

	5 → 1.25

	5 → 1.0

	3 → 0.45

	3.90


	Technology 
	5 → 2.0

	4 → 1.0

	4 → 0.8

	4 → 0.6

	4.40






The Technology option scores the highest at 4.40, followed by Training (3.90) and Hiring (3.15). Grid Analysis suggests implementing the Technology Option..


Action Plan 

	Task
	Responsible Person/Team

	Start 

	End 

	Method/How


	Conduct needs assessment

	Project Manager & IT Team

	Day1
	Day 5
	Survey staff, review current systems, document requirements.


	Select software vendor

	Project Manager & Procurement

	Day 6
	Day 12
	Compare vendors, request demos, evaluate costs and features.


	Obtain management approval

	Project Manager

	Day 13
	Day 15
	Present proposal with cost-benefit analysis.


	Purchase and set up software

		
	IT Department



	Day 16
	Day 20
	Install software, configure settings, integrate with existing tools.


	Staff training

	HR & IT Team

	Day 21
	Day 27
	Conduct workshops, provide user manuals, online tutorials.


	Pilot testing

	Selected Staff Teams

	Day 28
	Day 33
	Run small-scale test, collect feedback, fix issues.


	Organisation-wide rollout

	IT & Project Manager

	Day 35
	Day 40
	Deploy software to all staff, migrate existing projects.


	Post-implementation review

	Project Manager & Department Heads

	Day 41
	Day 45
	Assess usage, gather feedback, report to management.








Success Criteria (What Success Looks Like)

Reduction in missed deadlines by 25% within the first quarter of use.
20% improvement in project completion times within three months.
90% of staff actively using the new software within one month.
Positive feedback from at least 80% of staff during post-implementation survey.

Implementing the new project management software will streamline work processes, improve accountability, and foster a culture of collaboration. With a clear action plan, defined responsibilities, and measurable success criteria, the rollout is expected to significantly enhance productivity and workplace efficiency.
Communicate the plan to relevant stakeholders
The stakeholders can be classified as  internal (within the organisation ) and external (outside the organisation
Owners/Managers – They oversee strategy and decision-making.
Employees/Staff – They are responsible for carrying out daily operations.
Customers/Clients – Their satisfaction drives the success of the business.
Regulatory Bodies – They ensure compliance with industry laws and standards.
Suppliers – They provide essential goods or services to maintain operations.
Investors/Shareholders – They provide funding and expect returns.

Identify the stakeholders
External stakeholders: customers, suppliers, investors, regulators, community members, partners.
Internal stakeholders: employees, managers, team leaders, executives, board members.
· Customers (want good service and new offerings).
· Employees (need to know their roles).
· Investors (interested in profits).
· Suppliers (concerned about consistent orders).


Why Stakeholders Need to be Kept Informed
Owners/Managers: To monitor progress and make informed decisions.
Employees: To understand their roles, responsibilities, and expectations.
Customers: To be aware of new products, services, or changes that affect them.
Regulators: To ensure compliance and maintain trust.
Suppliers: To plan production and delivery schedules effectively.
Investors: To stay updated on performance and profitability.



Communication Modes

Different stakeholders require different modes of communication to ensure effectiveness:


Digital Communication: Social media, company website, newsletters (for customers and the public).
Formal Written Communication: Reports, emails, financial statements (for managers, investors, and regulators).
Face-to-Face Communication: Meetings, presentations, training (for employees, suppliers).
Interactive Communication: Feedback surveys, Q&A sessions, customer service channels (for customers and employees)

Formal communication refers to structured, professional, and often documented exchanges of information. It is essential for stakeholders who require accountability, evidence, or compliance. Examples: Written reports, official letters, emails, contracts, and regulatory submissions.

Informal communication is less structured, often conversational, and fosters relationships. It is crucial for day-to-day coordination, building morale, and ensuring quick information flow. Examples: Face-to-face conversations, quick chats, instant messaging apps (WhatsApp groups).

Digital platforms have become increasingly important for reaching large audiences quickly and cost-effectively. They are particularly valuable for engaging with external stakeholders such as customers and the local community. Example: (Instagram, Facebook, TikTok), email newsletters, company website, supplier portals.

Despite digital advances, face-to-face communication remains one of the most effective modes for building trust and resolving complex issues. It allows immediate feedback, clarity, and stronger personal relationships. Examples: Staff meetings, investor presentations, community events, supplier negotiations.
Interactive communication involves two-way exchanges that allow stakeholders to give feedback. It is particularly important for customers and employees who want to feel heard and valued. Examples: Feedback surveys, Q&A sessions, customer review platforms, suggestion boxes.


A structured communication plan ensures that all stakeholders are kept well-informed and engaged in the organisation’s progress. By identifying the right stakeholders, clarifying why communication matters, and selecting appropriate communication methods, the organisation can foster trust, collaboration, and long-term success.
The effectiveness of communication depends not only on the message but also on the medium through which it is delivered. Different stakeholders prefer different communication methods depending on their role, influence, and relationship with the business. Choosing the right mode of communication ensures that messages are clear, accessible, and engaging.


The Importance of Monitoring and Review in the Workplace
Progress Tracking – Regular reviews allow managers to assess whether implementation is on schedule.
Adaptability – Continuous feedback allows organisations to refine solutions in real-time.
Accountability – It ensures that individuals and teams are responsible for meeting agreed objectives.
Quality Assurance – Monitoring helps maintain standards and avoid deviations from intended outcomes.
Challenges in Monitoring and Reviewing Workplace Solutions

Biased Reporting 
Managers may overstate success to avoid criticism.
Data Overload 
Collecting too much information can overwhelm decision-makers.
Resistance to Monitoring 
Employees may view monitoring as surveillance, leading to reduced morale.
Resource Constraints 
Smaller organisations may lack capacity for sophisticated review systems.



Effective monitoring and review techniques are crucial to ensure that the solution achieves its intended outcomes and delivers long-term value.
Monitoring and reviewing workplace solutions are fundamental to ensuring successful implementation. 
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