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[bookmark: _Toc503280134]INTRODUCTION:
Problems are part of our everyday lives. Problems can be of many types. In any job, a person has to fix problems from time to time. To solve problems critical thinking is crucial.The need of understanding the basics of the problem solving and critical thinking  critical to succeed in any profession. 
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AC 1.1:

PROBLEM
We all have an idea about what a problem entitles.  For organizations, we can say a problem is a situation that is not welcome and have to be solved using existing or innovative methods. The higher level positon a person gets to bigger the problems will become. Lowe level employees have to solve problems too.  The problems they solve and the mistakes they make during solving them do not usually have major impact on the organizations. On the other hand, if a top level manager makes a mistake while solving the problem it might be catastrophic for the organization. So, we all have to understand the basic steps of problem solving. 
Stages of problem solving:
1. Identify the problem 
2. Define the problem
3. Develop solution
4. Implement the solution
5. Monitor progress
6. Evaluate performance 

This is a simple and generalized way of solving problems. Some specific problems might need additional or fewer steps.

PSYCHOLOGICAL EFFECT OF PROBLEM:
Problems are almost part of life. Every human face problem every day. Some are more difficult to solve than others. People have different reaction to problems. It varies greatly from person to person. Most prominent reaction to any problem is stress. With familiar problems, a person might feel little to no stress, but in more complex problems people can feel heavy stress. That result in chemical and biological reactions that can be fatal. Claude Bernard conducted pioneering research in the nature of stress. There are two major types of stress- eustress and distress. Eustress is the positive stress and distress is negative. Those mostly depend on the perception of people. But repeated distress can seriously damage mental and physical health. 

SIMPLE PROBLEM:
There are a lot of problems that occur in day to day operations in banks. Some examples are:
A customer behaved rudely with a low level employee. Employee is demanding action. 
End of day balance is not correct. They are not equal in both sides.
A low level manager came to the office without appropriate attire. 

COMPLEX PROBLEM:
Quarterly result shows a 15-million-pound operational loss.
A top executive is accused of fraud.
The country fell into recession, and the customers want to withdraw more money than the bank can handle.
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CRITICAL THINKING
According to the National Council for Excellence in Critical Thinking, Critical thinking is the process of understanding, applying, analyzing, monitoring and evaluating ideas gained from or generated by, observation, experience, or communication as a guide to belief and action. Only human beings are capable of critical thinking. This is important for our advancement and even our survival. Critical thinking is very important to solve more complex problems.

Steps in critical thinking:
1. Knowledge
2. Comprehension
3. Application
4. Analyze
5. Synthesize
6. Action
Knowledge: First we have to understand the nature of the problem. We also have to know what would be gained by solving the problem. Comprehension: We have do know and gather more information about the problem. We can collect information following several methods. We also have to understand how and when to solve the problem. 
Application: We have to evaluate information and resources available to us and whether they would be enough. This is very important step. Sometimes we go into research without adequately assessing the current situation. Then sometimes we have to stop mid-point because of lack of resources.
Analyze: We have to evaluate based on the information that we have the cause of the problem and solutions. If possible, it is better to consider several solutions.
Synthesis: Now we chose a solution. Then we evaluate the solution and think about how to implement them. Currently, there are tools with which we can run simulations to understand the validity and accuracy of the solutions we had in mind.
Action: Finally, we implement the solution and monitor the progress. We should have a timeframe in mind within which the action would have to work. If a solution is not working or we are in danger of missing the deadline, we might have to go back and pick a different one. This is not ideal. That is why the analyze step is so important.

Role of critical thinking in problem solving:
Critical thinking can be used in solving those problem. If we take the example of the employee quitting scenario, we might apply the critical thinking method to solve that problem. Here we brainstorm solving a particular problem. 

The problem:
A big responsibility of bank employees is to balance the accounts at the end of every working day. We imagine a scenario where the accounts are not balancing. 
First, we acknowledge that an unbalanced account is a problem. It would result in problems next day and the whole year if left untouched/ 
We now need information on how to fix this problem. As this is a more common and simpler problem, we ask somebody who faced the same situation.
Now we have to evaluate the options in front of us. We can trace every transaction of the day back. Sometimes employees have to give money out of their pockets to balance the account. 
Now we have to choose one option to implement.
Then we implement the option and monitor progress. 
It is pertinent that the solution we implemented might not work. We must always be ready to try a new solution and leave the old one. Many people do not want to admit mistake in decision making. This is detrimental to the organization and to the person making the decision. So, a very important rule of any problem solving is to abandon the solution that is not producing the intended results.
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PEST ANALYSIS:

Political: HSBC has been under a lot of pressure from government regulators. Us senators called HSBC top management for a senate hearing in 2012. The hearings were related to an investigation into the risks to the financial system from HSBC’s actions. They accused HSBC of inadequate actions regarding US regulations about money laundering and financial sanctions. According to BBC US government found HSBC guilty of laundering money of Mexican drug lords, more than $2.6bn. for this, they had to pay more than 800 million dollars in fine. The bank is now making their compliance and risk management infrastructure better. This will most likely be very expansive. They are trying to expand into new markets around the world. This will bring additional regulations as they move forward. 

Economic: Financial institutions still feels the effects of the 2008 financial crisis. There has been a liquidity problem in the industry. Larger banks like HSBC are less susceptible to the problem. Banks like HSBC have the same product in a variety of geographical location. The HSBC chairman says the bank is s doing well because its strong presence in Global Banking markets and Commercial Banking. They are particularly strong in the regions of of Asia-Pacific and Latin America that are faster growing. Moreover, the economic outlook there is more positive. Also, the rapid economic growth is very helpful for them as they are primarily an Asia based bank. 

Social: Social issues are less important for a industry like banking industry. But there are pressing issues like climate change and money laundering that HSBC has to deal with very quickly. In 2012, US regulators held HSBC accountable for money laundering almost $2.6bn. They have also instructed the Bank to focus more of their time and resources to monitor potential criminal business transactions. HSBC is also going ahead to support a move to a more sustainable economy.  They are moving more toward green or ethical banking. For example, they are providing climate financing in environmental markets. They are also focusing on investment and insurance in high climate risk areas. 

Technological: technology is affecting every part of our life’s. Banks are no different. There has been a wave of effort to automation in the banking industry. That helped them curtail cost in the long run. Not long ago people had a distrust of technology in service sectors. Even the ATM machine was not well received in some places. Now people are more adaptable and familiar. HSBC is adopting technology en mass. At the same time, they are also mindful of cultural changes in various society. They are increasing the use of AI in their banks rapidly. For example, they have implemented the use of Rob adviser in several locations. Without a few exceptions, the technology they use have worked in the past. 
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Brief of PEST analysis:
Sir,
To improve our decision making process, we tried to identify the political, economic, social and technological elements that might impact our organization. 
Summary:
1. Regulators in various markets are pushing HSBC hard for several violations. They bank is making adequate changes in its operation to meet their demands
2. Economy is not recovering fast enough. Financial sector is facing a liquidity crisis in many regions. HSBC’s strong international presence will help them stave off any immediate danger. 
3. HSBC is focusing more and more on green banking. They are ramping up their support of green economy and poised to become a global leader in this sector. 
4. We have to embrace new and more sophisticated technology. It increases some cost immediately. But we believe that they would contribute in more cost effective practices in the long run. Currently, people all over the world have a high acceptance of technological changes.
We hope the brief help you in making decisions. Please inform us if you need any more details. 
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EMPLOYEE BEHAVIOR: 
Employee behavior generally means the way a person behaves in the workplace. The difference between different types intensify when a problem arises. 
Types of employee behavior:
1. Positive(desirable) behavior.
2. Negative(undesirable) behavior. 
Positive behavior: When faced with problems, some employees take charge and try to solve the problem. They include other people and give credit to people that helped solve the problem. They tend not to complain and contribute disproportionately to the organization when compared with the average employee. All the traits here might not be found in a single person. 
Negative behavior: When they face problem, they immediately start to assign blame to their teammate or coworker. They do not cooperate well with people. They do not give credit to people that help them. 

Techniques to managing the behavior:
The goal of managers is to move the employees more towards positive traits. To achieve that they may follow the techniques below:
1. Define standard for behavior in organization or team
2. Encourage and reward desirable behavior.
3. Discourage and punish undesirable behavior.
4. Be a role model and embody the standards. 
5. If some standard is not working, change them. 
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HSBC is very keen on utilizing any technology that helps bring profit and helps the customers. Use of technology have helped business grow a great deal. It helps them do things a lot faster. That helps save time and resources. World economy have grown tremendously in last few decades with the help of information technology. Business, in particular, have been enormously benefited. Several of the most successful business are from the tech industry. That exemplifies the importance and success of technology. 

The advantages and disadvantages of using information technology in H&M are as below:
Advantages:
1. More effective decision making.
2. Customers can access services a lot more conveniently. 
3. Every step of banking process has improved.
4. More data about consumer choice can be analyzed.
5. Better service can be provided to the consumer.
6. Helps a great deal in R&D and implementing new financial products.
7. Helps standardize various process.
8. Saves time and resources.
Disadvantages:
1. Removes human feedback from some process.
2. Too much information provided can confuse managers.
3. Reduces direct communication between different teams.
4. Sometimes removes the human element form decision making.
5. Adopting new technologies are sometime very costly.
6. In case of more sophisticated machine, specialized people are needed to handle them.

[bookmark: _Toc503280145]Conclusion:
Through this assignment, we came to learn about problem solving. It also teaches us what is critical thinking and its importance in problem solving. Problems and solutions discussed in the assignment is based on HSBC corporation. They will be applicable in most financial institution. 
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