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[bookmark: _Toc80030798]Introduction
Making decisions and addressing the issues are important aspects of life, whether it is a professional or personal situation; people are always confronted with different issues in their daily lives, and they have to make decisions to solve these issues. Companies follow different steps to solve these issues in their workplace. The first task of this report presents a role-play between an unsatisfied employee and a management consultant to solve a problem in the company. The other task of the report is related to a workplace problem with its scope and impact on the organisation. The study shows different possible solutions and, after analysing, chooses the best possible solution to solve the problem. It also suggests how the company can implement and monitor the plan to make sure it is successful with its goal. 


[bookmark: _Toc80030800]Organisation Overview
The selected organisation to present this report is Home Décor which is situated in Sheffield, England, they sell contemporary bedroom furniture and excellent kitchens. Their products are supplied to DIY customers, contractors, and new-build customers as well as to the web industry. About ¼ million doors are produced each year in our British factories, and another million go to provide the hardware. They design, create, and install handcrafted kitchens for both showrooms and builders.
[bookmark: _Toc80030801]The complicated issue in the workplace
I work as a house designer in Home Decor, and the issue that I face in the workplace is that clients at work have become excessively choosy about the styles of their homes, and the firm is unable to meet their requirements. So, the main issue is to manage these difficult customers. The customers are the lifeline of a business. A company cannot expand without its acceptability, which is why customer service is important. People are more vociferous than ever about their experiences with companies - favourable or negative - due to the Internet and social media. Sadly, for customer-centred businesses, irrespective of how well they treat their customers or how successfully they run, they will receive a consumer opinion (Brune, 2019). Given that just 1 in every 26 unsatisfied customers complains to the company and that the unhappy client tells approximately 15 more of their unpleasant experiences, opportunities have already been missed without realisation by furious consumers.
[bookmark: _Toc80030802]Scope of the issue
As the firm structure and management team evolve, it is particularly challenging for them to bring everyone on the same page. The same happened with the company when its revenues began to fall due to the problems with the customers. The breadth of customer-related problems is much larger and can influence the whole function of the Home Decor (Cook, 2019). It is a genuine fact that customer satisfaction is the key to success in the modern era of business. And if that is hampered somehow, then it can harm the company reputation. And the company is concern about it. The services provided by Home Decor can be unacceptable to the customers due to this issue, and they will resort to other designers ultimately. In the long term, it can bring damage to the brand name, and eventually, it will decrease the company's revenue as they will lose their valuable customers. 
[bookmark: _Toc80030803]Impact of the issue
Workplace Stress: Due to the issue, Home Decor is facing difficult times with their work process, and as a result, there is a high level of stress. Choosy customers are quite difficult to handle, and they often change the choices, which causes loads of work on the to-do list and generates a sense of anxiety, haste and excess. The issue can result from a lack of predictability and consistency and creates anxiety that raises stress and inefficiency in the scenario.
Expectations stay unfulfilled: The expectation may remain unfulfilled due to difficult situations with the customers. The customer can skip appointments, teams can miss the deadline, and teams don't understand their preference.  When customers find it difficult to prioritise and become confused, they typically choose the wrong item and thereby be dissatisfied with the company's service (Fitzgerald, 2019).
Miscommunication: The choosy clients tend to be confused with their decisions, and they change their decisions frequently. This can lead to miscommunication between the designer and the customer. Miscommunication can ruin the whole process of service and lead to customer dissatisfaction which can be the worst-case scenario for the company. 
The company’s marketing, finance and overall revenues will be significantly affected if this issue continues in the corporation (Abd. Hakim Abd. Ghani., 2021). Therefore, it is important to solve the issue, and for that, Home Decor has to analyse the issue clearly before proceeding to find a possible solution.
[bookmark: _Toc80030804]Problem-Solving Tools and Techniques
SWOT analysis 
Strengths: Home Decor’s strength is that it holds a good reputation in the market, and the firm depends heavily on it. They have many alternatives with a wide range of qualified designers. So, if the client is not satisfied with one design, they can offer various other designs. Though this is a crucial issue, if these customers can be satisfied somehow, they can be lifelong customers for the organisation, and it can be a great asset for the company's future.
Weaknesses: The issue of difficult consumers is not very beneficial for the firm and might lead to certain types of losses for the organisation. The organisation needs to prevent and get rid of it in the best way feasible. If these customers get dissatisfied with the services, they may bash the company to others, leading to future losses. 
Opportunities: These are items that can benefit Home Decor if it is recognised in good time. For example, if there is a lack of communication between the client and the designer who serves them, the business may create a better way of communication. A better system can ensure that and entrust them with a job that requires equal engagement from both employees and the customers (Brune, 2019). 
Threats: If difficult customers become unsatisfied with the company's services, they may bash the company to others, which can harm the company reputation. Not only that, many competitors may offer better designs for them, and these unsatisfied customers will pursue them. These will result in the loss of good customers or clients for the company. This can be a vital threat for the company (Böhm, 2021). 

Fishbone Diagram
By analysing Fishbone, the changes in the company structure, together with the management team and the communication breakdown of the company, were understood to be an important link. 
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Figure 2: Fishbone Diagram (Shinde, Ahirrao and Prasad, 2021)
Employees could not understand their customer's choices as they change their decisions often and create miscommunication. The method of communication between the designer and the customer can be flawed. Maybe that is why the customers get confused, indicating a lack of clear vision or options offered to the customers. Nobody likes to deal with client discontent, yet these occasionally difficult situations may provide the opportunity to shine. This is the chance to build a lifelong client (Cartwright, 2020). While delivering outstanding customer service should always be a priority, different problem-solving tools for managing this issue are presented below. Problems such as lack of uniformity, undesirable stress, lack of confidence in the new employee, high expectations and low production etc., may have affected Home Decor’s overall results. Financial losses, loss of the customer and loss of reputation can occur.
[bookmark: _Toc80030805]Alternative solutions
The management and the employees can develop different solutions to solve the problem. Every problem has many ways of solution, so the company must come up with different alternatives first and then choose the best option for them after analysing each of the alternatives (Fitzgerald, 2019). Three alternatives are discussed below: 
1st Solution- Develop a system: A application or software can be developed to provide different choices to the customers, and customers have to choose from those designs. If the options are limited and the customers have to choose from the designs already provided to them, they cannot be picky with their decisions. The application will provide various options for them; they have to choose the design, and there will be options for customisation according to their preferences (Pugliese and Senna, 2018). 
2nd Solution-Communication Program: A better communication system can be built among the designers and the clients. When a client comes to take a service in Home Decor, it will assign a committee of designers to the client to communicate and spend time with the client and understand the taste and preference. This will help the designers to understand the customers better, and they will be able to create designs according to their choices. 
[bookmark: _Toc80030806]Evaluation of the Alternatives
PMI technique
	
	P – Plus
	M – Minus
	I – Interesting

	1st Solution
	It will help to build a clear vision for the customers by providing specific options to them according to their requirements. 
	Building and maintaining the system can be costly, and experienced employees will be needed to operate these programs. 
	It can be helpful to attract customers. Not only that, but it can also be used as a marketing strategy to reach more and new customers. 

	2nd Solution
	Through this technique, the employees will be able to understand the customers better and build a strong relationship with them. 
	There is still a possibility that the customers can remain choosy and confused about their decisions and create miscommunication. 
	It can help build a better relationship with the customers as it will give the opportunity to understand the customers. 



[bookmark: _Toc80030807]Selection of best solution
From the analysis, it can be determined that the first alternative- 'Develop a system' should be considered as the solution. The software or program can be helpful to provide multiple alternatives for consumers and customers. If the choices are restricted, and the clients have to choose from the designs they already have, their decisions cannot be too fussy. The program provides you with a choice of design possibilities, and there is the possibility of customisation based on the customer's tastes (Cartwright, 2020). On the other hand, the other alternative can lack to provide clear options to the customers, which can confuse them, which is not desirable to the employees. 
[bookmark: _Toc80030808]Implementation of the solution
Home Decor requires both a solution and an implementation strategy. The best way to get there is to plan the full process and follow that briefly. They have to contact software engineers and develop an application system with their assistance. Designers of the organisations have to work hard to plan and provide a variety of preferable options to the customers. They have to make sure that the designs attract the customers and fulfil their requirements. This will help the customers to choose easily from the options available and for the designers to provide the service. 
[bookmark: _Toc80030809]Communication with the stakeholders.
It is crucial to communicate with some of the workers necessary to carry out the strategy, and Home Décor has to interact with the general stakeholders in the company. Because there are top management, managers, workers, and others in the stakeholders, it will be wise to contact the top management staff and deliver them the plan of action first-hand (Abd. Hakim Abd. Ghani., 2021). If the top managers and managers pass the solution, it can be implemented in practical terms. Implementation is not feasible without their consent. Home Decor must also interact with employees that work in this field. The management staff can help them monitor the plan and finance them to solve the issue. The HR department is extremely important for the problem, and HR should be communicated simultaneously. The senior management will discuss the concerns in this regard and develop a strategy with the hr department to tackle the problems.
[bookmark: _Toc80030810]Monitoring and control
If there are flaws, the implementation of the plan will not solve the problem. To identify these defects, the project must be evaluated. It should be routinely monitored and examined. The organisation needs to monitor the process since the major objective is to monitor inputs and outcomes. In the first step, the monitoring procedure will be employed. The monitoring system will answer fundamental issues like where, why and how the job will be carried out. The organisation can monitor the operations of the project with this monitoring system. Context monitoring will contribute to knowing the dangers and unforeseen circumstances that may adversely affect the plan's implementation, scenarios that may be influenced by policy, economic and other internal variables. The results also need to be monitored. Home Decor should continually check the output (Lawfer, 2018). It is expected that the complicated problem of the workforce crisis will be handled with these adjustments, and the company and the employees both profit from them (Smith, 2021). 

[bookmark: _Toc80030811]Conclusion
Employees have to face different aspects of problems in their company every now and then. They have to deal with these problems and prioritise the problems with their timetable. The efficiency of an employee depends on how smoothly he or she can solve any problem and make decisions. They have to realise the impact and scope of the problem and understand if it needs to be solved right away or it has time. Analysing the problem can be a tough task, but it can help to develop the solutions for the problem, so it is a must step to mitigate any issue. After coming up with the solution, the company has to implement the solution unless it will not be able to succeed with its objective. 
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