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1.0 INTRODUCTION
The aim of this report will be focused on the lack of communication and feedback in restaurants and therefore the job dissatisfaction faced by employees and its consequences in the UK. Additionally, I will evaluate a range of solutions and identify the most appropriate option and for this, I will be using different decision-making tools such as “Ishikawa diagram” and PMI. 
Moreover, I will design a plan to implement the solution by using the ADKAR Model where the current, transition and future situation will be evaluated. Furthermore, the plan will be communicated to the stakeholders, in this case, the employees.
Lastly, the plan will be monitored and reviewed to ensure that it has been successfully implemented. 











2.0 Identify the problem: Lack of Communication and Feedback at the Workplace
There are several issues found within an organisation. A common problem in restaurants could be the lack of communication and feedback. As individuals, the process of communication and feedback is essential as we need to express and exchange our views and ideas to others. At the workplace, we need to communicate with other people in order to solve problems and achieve the targets and objectives required. The more we communicate, the more efficient we are in making our dreams and goals come true. (Alessandra and Hunsaker, 1993)
Although lack of communication might seem as a simple problem, this might lead to huge misunderstandings and problems to the future if not manage effectively. Moreover, giving feedback is vital to manage people’s performance, particularly at the workplace but not everyone have the capability to do it well or regularly enough. For this reason, as a manager, giving feedback to a good performer is not a difficult task. However, giving feedback to a weaker employee performer might be more complicated. Giving a negative feedback might bring as a result even worse performance as well as job dissatisfaction. (Morgan, 2017)
3.0 Information on the identified problem
Before analysing how to improve job satisfaction and engagement, first you must know what to improve. According to “The annual Society for Human Resource Management (SHRM) 2017 Employee Job Satisfaction and Engagement Survey” over 48% of the employees in the UK are not satisfied with their employment (Staton, 2017). The main reasons are: the job itself (interesting, demanding, exciting, etc.) (48%), appreciation of employee success by management (feedback, benefits, rewards) (48%), contact between workers and senior management (48%). (Heathfield, 2019)
Additionally, a recent study conducted by Cygnet Jobs found that 57% of adults had changed workplaces for more job satisfaction. The survey, led by one of the leading UK healthcare recruiting firms, examined for work satisfaction among 1,001 people in the UK. The study also indicates that 38% of employees changed their whole profession to pursue more enjoyment and a stronger sense of purpose, showing an inherent frustration in many of the UK's most predominant industries. (Security Watchdog , 2018).

4.0 Possible Solutions
So, how can employers provide a higher job satisfaction and better communication between management team and subordinates in restaurants? Effective communication is one of the key ways to ensure that everybody on the team knows what they're expected of. It not only keeps everyone working towards the overall objectives of the business, but also helps build morale and create a more pleasant environment to work. (Brooks, 2018)
In order to improve communication at work, there are different solutions that can be apply such as creating 1-to-1 sessions where different issues can be discussed with managers more privately as not so many people feel comfortable to share their problems in front of the whole team. This may be arranged monthly or quarterly depending on the number of staff. (Brooks, 2018)
Scheduling team meetings is also a good way of communicating and giving constructive feedback on the progress of the company and new oncoming projects as well as listening to the team’s concerns. (Brooks, 2018)
Nowadays, it is so much easier to communicate between one another due to the new technologies implemented. Therefore, it has had an influence on the way restaurants operate including their communication tools (Technical Today, 2018). A possible solution to communicate effectively is by using technology, a good idea could be to design an app. Most of the people nowadays do have a smart phone. So, having a platform which is accessible for anyone, where they can see weekly or monthly operations update and important information related to different issues is a nice concept to keep the team connected and updated. 

5.0 Decision-making techniques
5.1  “Ishikawa diagram”
Before thinking of a solution to a problem, it is important to analyse all possible situations that could have cause the problem in the first place. Therefore, I have chosen the decision-making technique called “Ishikawa diagram”. Also known as Fishbone and cause-and-effect diagram, helps to identify all the root causes of a problem. It was designed by professor Kaoru Ishikawa in 1960 and the method was published in his book “Introduction to Quality Control” in 1990. (Mind Tools Content Team, No date)
[image: ]
(Author develop)
As we can see above, the lack of communication and feedback may cause bigger problems in the organisation. For instance, in a restaurant, if there is not enough communication between workers and the management team there might be problems such as lower customer service and lower productivity as the employees do not feel really sure of what are the duties and standards that they are supposed to meet and as a consequence, they will loose enthusiasm. (Wells, 2017)



5.2 PMI Technique

The PMI decision tool stands for Plus, Minus and Interesting. It is used to weight the pros and cons of a decision. Dr Edward de Bono, designed PMI method. (Costello, 2020)
· 1-to-1 sessions (Fresh Tracks , 2017)
	PLUS
	MINUS
	INTERESTING

	Private feedback (+5)
	Possible misunderstood between staff (-4)
	More engagement (+3)

	Exchange ideas (+4)
	Not enough time to execute (-6)
	Creates opportunities to be listened (+4)

	Demonstrate interest from management team (+7)
	Additional work to do (-6)
	Performance is driven by manager (+3)

	
	Hard to achieve as Restaurants has too many employees (-4)
	Hard to achieve depth of conversation (-6)

	TOTAL= 16
	 -20
	 4


(Author develop)
The table scores a total of 0 points, which makes it a non-favorable solution.
· Team meetings (Ahmed, 2019)
	PLUS
	MINUS
	INTERESTING

	Clarifies information and updates (+6)
	Wastes time for employees who are not involved in the topic of the meeting (-7)
	Improves communication (+8)

	Strengthens Team Bonds (+4)
	Goes off track easily (-6)
	New collaborative options (+5)

	TOTAL= 10
	-13
	13


(Author develop)
The table scores 10 points, which makes it a favorable solution. 

· Online platform (Geekadelphia , 2015 )
	PLUS
	MINUS
	INTERESTING

	Flexibility: Easier Communication at anytime (+9)
	Reduced non-verbal communication (-5)
	Add or edit communication (+6)

	Accessible to everyone (+8)
	Isolation: Some people would rather not to participate in the chats (-5)
	People might not know how to use technology (-6)

	Easy to review several times (+6)
	Information Overload (-6)
	Documented information (+7)

	TOTAL= 23
	 -16
	7


(Author develop)  
The table scores 14 points, which makes it the best solution for the problem. 
6.0 Plan for implementing the solution
First, I must have a look at different stages such as the current, transition and future situation. I will be using the Prosci ADKAR Model which is an objective-oriented model of change management that directs individual and organisational change. Designed by Jeff Hiatt, founder of Prosci, ADKAR is an acronym reflecting the five measurable and practical outcomes people need to achieve for positive change: awareness, desire, knowledge, ability and reinforcement. (Prosci, No date)
6.1 Current Situation
The current situation of the company, I have chosen a Restaurant as the case-study, is that many of the crew members do not feel comfortable as they are not sure of what are the updates and standards that must be followed. There is a platform where all the updates and new projects are being shown but only managers have access to it. Rarely some of the managers print relevant information out but often it is not reached by everyone. Furthermore, many of the employees do not feel comfortable with the way management operates, but some of them are not willing to express it with the management team as they feel unsure of who to talk to. 
6.2 Transition 
During the transition period, to implement the solution proposed which is the online platform, firstly, the launching of the app has to be announced to the stakeholders (employees) aiming to have a feedback on the new project.
6.3 Future Situation
Once the plan has been fully implemented, we expect more engagement within management team and employees and start obtaining some results such as more enthusiasm and satisfaction as they will have access to all the new updates and information. Furthermore, we expect more employees to be asking questions and suggesting ideas as this shows that they feel confident enough to share their thoughts.

7.0 Communicate the plan to stakeholders 
Aiming to communicate the plan to the stakeholders (employees), I have decided to use the ADKAR Model.
· Current Situation: Awareness and Desire
Firstly, all employees must be aware of the problem even if they are not affected as well as oncoming changes in the way management operates and what is the plan. 
 Additionally, the desire of working towards a solution is essential as they will actively participate in the plan so this could work efficiently. 
· Transition: Knowledge and Ability 
In order to get employees involved in the plan, the plan must be presented to them so they will have a knowledge on what has to change, this could be conveyed through staff meetings. 
Moreover, the ability to apply the skills needed to improve the situation which could be gain through training.
· Future Situation: Reinforcement 
The team must show their capability to keep working towards a better situation. In the case-study the solution was to create an online platform to have a better communication between management and subordinates. So employees must be willing to actively participate in the solution.
8.0 Monitoring and Review
The problems of stakeholders may vary over time, therefore it is important to have a regular review. In order to ensure successful implementation of the solution, the company has decided to get feedback from the stakeholders (employees) through anonymous surveys regarding employee’s satisfaction as well as receiving feedback from the stakeholder perspective where they could also suggest new ideas and concerns regarding job dissatisfaction so the company could take corrective actions towards new problems that might come up.

The aspects expected to be improved regarding the case-study (restaurants) are mainly the communication between management team and staff members, the lack of engagement in the activities from the employees. 













9.0 CONCLUSION
Overall, I could conclude that job dissatisfaction is a very common problem in the UK. Communication and feedback is one of the main reasons for job dissatisfaction in the UK (48%). Therefore, employers must intervene in order to modify and improve the situation and seek for more motivation from their employees. 
Hence, regarding the case-study used for the report, after analysing all causes and effects and possible solutions while using the different models given during the lectures such as the fishbone diagram and the PMI method, the most effective solution for communication and feedback issues is the online platform as nowadays the easiest way to communicate is through technology. 
Moreover, I had to design a plan in order to implement and communicate the plan successfully to the stakeholders (employees) by evaluating the current, transition and future situation. Finally the plan had to be monitored and reviewed through anonymous surveys so that the company will have a feedback from the personnel regarding their satisfaction with the new plan.  
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10.0 APENDICES 
10.1 Fishbone Diagram
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