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[bookmark: _Toc535280346]Introduction:
Organizations and managements are trying hard to improve organizational culture with an effective and sustainable workplace environment for both employees and employers. With the rapid change of managerial behavior, many internal and external factors are effecting management both in a positive and in a negative way. Management sometimes face hard situation and always try to overcome it with a best possible way. Team work, group discussion, analytical session etc. are some basic ideas for making decision for problems in managerial aspect. The aim of this report is to focus on a particular problem in management and some adoptive decision-making strategy for effective organizational performance. Therefore, various decision-making approaches will also be discussed for solving problems for management. With this report, leaner will get the advantages and disadvantages of problem solving and decision-making for a particular company.
[bookmark: _Toc535280347]Problem Solving:
Problems defined a difficult scenario for a management which can create a better opportunity for a management with an effective problems solving and further decision-making (Maund, A., 2017). Problems occurs in business as well as in organizational workplace for a management with various reasons. Resources are scarce, team work and group discussion may fail sometimes for proper monitoring or controlling, inappropriate organizational behavior are main factors for a management. For managing problems, effective problem solving and decision-making are essential. Problems solving influence on managerial decision-making process to achieve organizational performance (Morgan, P., 2016). A simple model of problem solving found for managerial decision-making (Problem solving and decision-making, 2018). This often known as rational decision-making process. The steps are-
1. Identify the problem
2. Causes of problem
3. Select an approach for solving the problem
4. Identifying alternative solution for the problem
5. Implementation of alternative
6. Monitoring 
7. Verification of the process and implementation
[bookmark: _Toc535280348]Importance of Problem Solving:
Problem solving and decision making are important for taking any managerial decision and to maintain a better workplace environment in organizations. Problems can be vary from person to person and management to management. The dilemma of problems are many for the rapid growth of business opportunities and functional units of management (Mayer, R.A, 1992). From an effective problem solving criteria, management can perceive the present situation with desired goals for organizational performance. Organizations face many problems from managerial perspective or from employee perspective. In contrast, specific solutions from past activities can be found but each problems should be well identified (Huitt, W. & Brandford, A.L., 1992). On the other hand, decision-making is a selection process for management for approving the right solution. Various solutions may come for effective problem solving in management. They are discussed below-
1. [bookmark: _Toc535280349]Effective Teamwork and Group Discussion:
In organizational problem, many employees are performing their task with proper solution in a team or in a group. Problem can be identified with proper screening and brainstorming (Cottrell, S., 2011). 
2. [bookmark: _Toc535280350]Structural Analysis of Problems and Effective Solution:
For solving problems, to identify and analysis of the reason of that problem is important. In organizational context, rational decision-making is interdependent on the solution of problem and it can be only done by an effective structural analysis of the situation.  
3. [bookmark: _Toc535280351]Critical Thinking and Assuming Challenges: 
Evaluating problems and their source are important for assuming challenges and thus problem solving is essential in workplace for organizational performance. Analyzing and evaluating source and reasons with effective cognitive behavior enables employees to assume upcoming challenges and barriers (Turino Adi Irawan, Sentot Budi Rahardjo, Sarwanto, 2017). 
After all of the above discussion, problem solving will create a better opportunity for organizations and also help to accumulate managers to any changes of managerial decisions by management. Organizational objectives and better workplace environment can be achieved by effective problem solving skills for employees.
[bookmark: _Toc535280352]Effective Problem Solving Policies and Criteria:
Problem solving can be identified and evaluated with proper monitoring and analysis with critical thinking and barnstorming. In management, decision-making is based on the effective solution for a specific task. As a result, managers make a team or a group for solving and co-operate each employees to get the solution. Analyzing “5 WH’ is a technique for managers to accumulate with the change and patterns of problems for effective managerial decisions. The systematic process of “5 W’s” is given below-
1. Who - Who is on the managerial problem?
2. Why - Why the problem being raised and why managerial decision-making effects on the problem?
3. Where - Where is the source of problem?
4. When - When organizations face the rational managerial problems for effective decision-making?
5. How - How organizations can face problems with solutions?
[bookmark: _Toc535280353]Problem Solving in terms of Organizational Context:
From the organizational context, as I am working as a customer service officer in TESCO, PLC, I have faced a lot of problems of both employees, staffs and managerial aspects. Effective and efficient policies and terms can easily reduce the threats and negative sights of problems which can have a positive influence on organizational decision making process. As a customer service officer, I have to maintain a good relationship with customers to ensure customer satisfaction. Customer satisfaction is important for identifying problems and effective solution for achieving organizational and managerial goals and objectives (Zaha, 2006). Ensuring satisfaction is difficult for customers in some aspects and thus the problem of my organization is-
“Customers can’t get the information sometimes about their choice because of many technical error and difficulties by the customer service department. For this reason, customers are unhappy and management has a lack of responsiveness in service recovery.”
TESCO, PLC is a renewed organization in UK and also operational in different areas of UK. The company has a strong brand identity among customers and thus customer’s perception regarding the company is positive. The main thing of the company is, the company is a big retailer having 440,000 staffs and 6,800 shops around the globe (About us, n.d.). So, as a customer service officer, I can say that TESCO has to improve customer satisfaction by solving different managerial problems which may be effective for managerial decision making process. TESCO can get customer’s feedback via e-mail or via message to identify the problem for proper steps and guidelines for managers. Better decision will be effective for TESCO to create a strong brand awareness and brand reputation to achieve a sustainable competitive advantage. 
[bookmark: _Toc535280354]Analyzing Problem Solving in Workplace:
Retail business is very much complex and complicated. Ensuring customer satisfaction is important and essential for any retails businesses. If any employees or staffs makes a mistake, every operational sectors will fall and the quality will fall. Problems are mostly dependent on some internal and external factors and most parts are dependent on customers (Adair, J., 1992). For ensuring customer satisfaction and effective organizational performance, customer’s feedback is important. In my organization, I am working as a customer service officer and the main problem occurred due to the lack of responsiveness of my team leader. Apart from this, the problem already stated above and the solution will be dependent on various factors. My team leader doesn’t have any warm relation with others and there is a lack of employee motivation, employee engagement which actually reduces the level of service quality and thus customers are unhappy. After sale service and service recovery are important for any service oriented firms and company (Kotler, 2011). For this reason, managers and upper level management should focus on the problem for taking adequate steps in order to maintain a better organizational performance with decision making process. 
[bookmark: _Toc535280355]Evaluating Information for Effective Decision Making:
Analyzing and evaluating information is a systematic process for management to accumulate managerial and organizational decision with effective problem solving. As TESCO is a renewed retail company headed in UK, the management should do some evaluation of problems and solution making criteria for decision making procedure. Among all theories and internal, external data, 5 W’s method is the most relevant method for organizations to improve customer satisfaction in customer service section. The 5 W’s already described above theoretically for our discussion. Now according to the managerial perspective for evaluating the problem and effective solution with decision make, 5W’s is discussed below-
1. Who are the responsible employees in the customer service department for this problem?
2. Why customer service sometimes fallen down?
3. Where customers demanding change?
4. When solution of the problem can be found?
5. How customer service unit can implement strategic and tactical changes for the company to take decisions?
The stated problem of customer satisfaction is being raised by me as I am working in that department. TESCO’s management and employees should have a focus discussion about this problems for efficient solution. Each and every departments of TESCO should be aware of that problem and need to take proper steps for a solution. With this written problem statement, I can be focused about a solution for the management. Managerial decision and organizational performance depend on the employee performance and thus management should collect data from every departments about employees and staffs. Service recovery is interdependent on various external factors and thus alternative options are also needed for proper problem solving and organizational decision making (Decision-making process, 2018). From my perspective of the unit that I am working in, the main problem was customer satisfaction as responsiveness was not adequate by the service team. Technical error and service recovery is poor which is directly effecting TESCO for managerial decision making. Proper monitoring and action plan should be taken to solve the problem for better organizational performance with effective decision making. 
[bookmark: _Toc535280356]SWOT Analysis:
Problem solving and evaluative decision making procedure has some factors. Those factors have a great influence for measuring the rationality of the problem and solution for managerial decision making process. For customer satisfaction, it is important to meet the customer’s demand and need in a responsiveness way. In TESCO, as a customer service officer, I have a specific problem and that problem also depends on various internal factors whether that has a negative relationship to meet customer satisfaction for the organization. With the stated problem, TESCO should analyze internal communication of the management along with that department to maintain a responsive service for customers. For internal analysis, SWOT analysis is an essential tool for measuring organizational performance and management’s effectiveness. Strategic management is the process of evaluating and analyzing organizational performance for achieving organizational goals and objectives. For assessing the internal problems in organizations, SWOT analysis briefly elaborate and evaluate the strengths, weaknesses, opportunities and threats with effective managerial decision to achieve organizational objectives (Ahmad Reza Ommani, 2011). Customer service unit of an organizations is objectives oriented and tactical decisions can be taken by well-defined problems and the solution and SWOT analysis will focus on the internal environment of the management. SWOT analysis has two factors and they are internal and external environment. Internal factors are strengths and weaknesses for an organizations which is a driving force and external factors are opportunities and threats which are restraining forces for an organizations. These are discussed below-
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Figure: SWOT Analysis
Source: https://www.questionpro.com/blog/a-swot-analysis-template-for-the-overwhelmed-marketer/ 
1. Strengths:
Strengths of a retail company like TESCO is totally dependent on the brand image and brand perception of customers. Brand image is a consumer’s perception and impression towards a brand (Kotler & Keller, 2002). TESCO is a retail company having a large number of customers inside UK. Apart from this, the company is operational in various countries with licensing and franchising. The main strengths of TESCO is, TESCO have a large product category having retail products with technological products for both individual customers and corporate clients. According to the stated problem, the company has a positive customer perception and customers are buying products from TESCO. This is one of the most fundamental strengths for TESCO with strong brand identity. Brand image and brand identity is a long-term procedure for companies to establish and whether it is established, the company has the competitive advantage (Wrenger, K.L., 1999). So, positioning of the company has already acquired by the management to achieve organizational objectives and goals with brand image and brand identity which are strengths for TESCO.
2. Weaknesses:
 According to the stated problem, customers aren’t getting responsive services from the customer service unit of TESCO. Several times customers are getting technical problems which actually falling down the service quality by the customer care department of TESCO. All these are happening because of employee engagement, mutual relationship among employees, employee motivation by the team leader or by the manager. These all are hampering overall operational process for TESCO and this is the primary weakness for the company. TESCO has a strong brand reputation and brand identity and so, these service failure may causes a negative impact on the brand for TESCO. Interpersonal communication is needed for the company to increase customer satisfaction with proper solution of the stated problem for managerial and organizational decision making.
3. Opportunities:
Opportunities are some external factors that are dependent on macro-environmental issues of a company (Pizlo, Z., 2012). TESCO’s opportunities are customer’s perception and a strong brand image with unique positioning. TESCO already having a lot of product category in many countries. So, business expansion and business growth for TESCO are increasing day by day with potential investors, shareholders and customers. 
4. Threats:
In business, problems and decision making mostly taken by analyzing threats. Threats for a company may differ from industry, place, macro-environmental factors etc. Due to globalization and rapid expansion of new business ideas, retail industry is now very much competitive. Local and international retail shops are now doing business in UK and thus business is becoming more competitive. With the current analysis and evaluation, the restaurant is now unresponsive to assist their customers promptly which creates a huge gap between customers and employees/staffs. Most of the time, in the customer care department, customers are hanging up for five to ten minute and which really effecting customer’s perceived value. From the theoretical aspect, threat is considered as the external factor of a company and thus new retail competitors, business expansion, joint-venture, globalization are potential threats for TESCO. 
[bookmark: _Toc535280357]Problems through SWOT Analysis:
SWOT analysis will evaluate some internal and external factors of the management. But problems and some challenges may arise with SWOT analysis. Some other factors like functional units of the management, organizational culture and behavior, investment and business opportunities, technological advancement will also have a great influence with existing problems. The problems under SWOT analysis is given below-
1. Customer care unit has failed to satisfy customers with desired service of TESCO. From the discussed SWOT analysis of the company, TESCO has a strong brand reputation and brand image. But now a days, care center executives are not capable to meet minimum service that has been expected by customers because of the team leader. So, employee engagement and mutual relationship has fallen down which is needed for TESCO.
2. Human resource and marketing department is proactive with the recent situation and internal conflict of the management is increasing. Effective evaluation and organizational analysis is needed and that must be done by the functional department of the company. With the situation of service failure and unhappy customers of customer care unit of TESCO, management hasn’t taken any managerial steps or decisions for this problem. Thus internal communication and organizational performance decreasing day by day.
3. Legal issues and technological adaptation among employees is essential for employees to maintain a smooth organizational performance for TESCO. Technology with digitalization is needed a proper adaptation for employees in organizations to make a proper decision with effective problem solving tactics (Vohra & Taylor, 2012). But in TESCO, customer service unit gradually fails their technical assistant with customers and thus it hampers the overall service of TESCO. This problem and service failure is decreasing customer’s perception which also effecting customer’s post-purchase behavior too. 
[bookmark: _Toc535280358]Theories for Problem Solving and Decision Making (Fishbone Diagram):
Fishbone diagram will be a good tool to analyze factors that will affect the organizational problem and decision making process. There are two factors for analyzing organizational performance with problem solving and effective decision-making. One is causes and another one is effect for effective decision-making for problems in organizational performance (Wilson & Benjamin, 2000). Fishbone diagram was invented by Kaoru Ishikawa who was a Japanese quality expert for a company. According to him the causes and effects both have some positive evaluation for an effective problems identifying and decision making strategy for organizations.  Causes are that the organizations actually need according to the problem for managerial decision making process. Effects are basically obstacles and challenges for management to assess the problem and to make a proper decision. With the stated problem, customer care unit can’t perform better for the management and thus organizational performance is being hampered. This model will hypothetically be applied on TESCO for assessing the causes of customer care unit with the effectiveness for the managerial decision-making. 
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Figure: Fishbone Diagram
Source: https://sites.ualberta.ca/~yreshef/orga432/images/low%20quality%20output.png 
1. Causes for Problems:
1. Proper internal communication among employees and staffs for any managerial issues and problems. TESCO should build a strong management to evaluate performance of every departments.  
1. TESCO customer care unit should develop and fix the technological communication with an error free process for customers, investors and shareholders.
1. TESCO’s management should maintain and develop a centralized corporate culture with ethical behavior among employees and staffs. 
1. Customer care unit’s employees should get adequate training and better opportunities for effective managerial performance. 
According to the problem, these driving forces will change the managerial problem with effective organizational performance of the employees and customers. But Force Field model also stated some restraining forces that are regarded as obstacles or barriers for these driving forces. They are discussed below-
2. Effects on Problem Solving and Decision-Making:
1. Developing strong management is a centralized process. This process depends on various macro-environmental factors. By evaluating core business strategy and these macro factors, sometimes it is difficult to make a better management and thus effective managerial decision hampers. 
1. Technology is a core business factor for many companies like TESCO. But implementing technology without proper training and adaptation, it will be not effective efficient for the management. 
1. Cultural barrier, interpersonal communication vary from country to country, region to region. These problems will be obstacles to changes for TESCO.
1. Training and devolvement is expensive and time consuming for TESCO. 


[bookmark: _Toc535280359]Theory Based Solution (Solution According to Fishbone Diagram):
Fishbone diagram has two factors. One is causes for problems and another one is effects on decision-making criteria for managerial perspective. In my experience and above discussion, main problem of TESCO is “Customer care unit is unable to provide a better service and also ineffective for technical service recovery for customers”. With the stated analysis, recommendations and solution are given below based on the analysis of Fishbone model-
1. TESCO should discuss the problem with board of directors and each functional units of the management. This will improve the corporate culture and internal communication among employees in the organization. 
2. Technology and digitalization is expensive. But customer satisfaction is the top most priority for a company like TESCO to maximize sales and revenue. So, TESCO can offer a revenue sharing opportunity to their potential investors and shareholders which will be beneficial for both the party.
3. Customers should be given an emergency line to get their specific services in a responsive way. 
[bookmark: _Toc535280360]Implementation of Decision Making Strategy:
Decision implementation depends on the managerial behavior and organizational performance. Customer service’s improvement and maintain a sustainable customer satisfaction for TESCO is essential for business growth and market expansion as TESCO is a renewed retail company. Overall decision and strategic implementation depends on employees, staffs, customers and potential investors and shareholders of the company. With a financial and marketing evaluation, the current problem of TESCO can be rectified with proper decision making strategy. The solutions are given below-
1. Communicating with shareholders, investors and upper level managers to identify the problem with proper justification.   
2. Developing communication with line manager of the unit to discuss about the current problem.
3. Critically evaluate and analyze various tactics and strategies for effective implementation.
4. Monitoring all functional units of the management to accumulate with the organizational objectives and goals in a strategic way.
5. Problems and decision-making process should be strategic enough to meet TSECO’s organizational goals and objectives.
6. Adequate recruitment and selection procedures should be developed with standardization of the technology.
7. Social media communication and social media marketing for identifying problems in an informal way from customers should be assessed analytically.
[bookmark: _Toc535280361]Monitoring:
Monitoring is essential for any tactical or strategic decision for any organizations. Without proper monitoring, managerial decision making process will be ineffective. For monitoring, customer care unit of TESCO should get feedback from customers. Apart from this, KPI (Key Performance Indicator) will be analyzed properly to evaluate employee’s performance. An effective monitoring will influence strategies and tactics for problems solving and organizational decision making.
1. [bookmark: _Toc535280362]Customer’s Feedback:
Tracing all calls and emails of customers, FAQ (Frequently Asked Questions) by customers will be analyzed from the management. After this, customer’s feedback should be stored on cloud storage for future preference. With the evaluative data by customers, management should change any tactical or strategic changes for the customer care unit of TESCO. 
2. [bookmark: _Toc535280363]Setting a Generalized KPI (Key Performance Indicator): 
Key performance indicator will indicate the current situation of employees among employees to differentiate their working performance. KPI will be based on business objectives and managerial decision. Performance analysis of employees will increase the quality of the customer care unit of TESCO. For evaluating success of TESCO, management will use KPI in multiple way to analyze the business objectives and targets. For the stated problem, managerial decision should implement based on the problem and KPI will be measured according to the solution by the management. 
[bookmark: _Toc535280364]Conclusion:
In fine, problem solving and decision making mostly depend on the managerial and organizational performance. In this report, we have discussed and analyzed a real life problem and proper strategies with theories in order develop a decision making strategy. As our problem was customer dissatisfaction in customer care unit of TESCO, proper steps and tactical implementation of strategies will solve the problem. Identification of problem and decision-making is co-related with each other. Solution will be based on different internal and external factors which may give a better decision for managers to solve the problem and to achieve sustainable organizational growth and objectives for companies like TESCO. Management and employees should be strategic enough to solve the problem in customer care unit for better management practices.
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