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Introduction:
In this report I will be discussing a resource problem situation that I encountered at the workplace. I will be identifying as well as proposing solutions with problem solving techniques using Fish bone analysis, SWOT and Pestle analysis. I will be providing two solutions and by using the help of a PMI tool to select the best solution for the problem. A Gantt chart will be used to monitor the progress of the plan and a Communication plan will highlight the tasks that need to be done to implement the plan successfully. This a will all be presented to a senior manager.




















Scope and Impact: 
Before one can start troubleshooting a problem, the scope of the problem needs to be defined. When defining the scope at the workplace, co-workers need to identify what is working and what is not working. Making choices and resolving problems are important fields in life, whether you are at work or at home. Does not matter where you are or what you are doing, you are encountered with numerous decisions and problems, equally big as well as small, every day.
Several decisions and problems are very insignificant that we might not even see them. However, little decisions, can be overpowering to a few people. They could come to a standstill as they contemplate their problem then try to decide which is the best solution to the problem they are facing, (Skillsyouneed.com, 2020). 
 At any given time, all organisations must deal with resource restraints. The adverse impacts of resource restraints can be harmful to an organisation. It can trigger project delays, hurried projects with high volumes of mistakes, elevated stress levels as well as losing valuable employees, (Pedowwitzgroup.com 2020). 
 
Studies show that during an individual’s working life it is probable that they will confront with issues when working. There are many reasons why this can happen a few are because of the work itself, rapport with  co-worker’s, or it may be that one’s private situations are creating it to be problematic for one to accomplish your duties, (InformationNow.Org.Uk, 2020). 
An electronic payment is classified as a payment facility that operates information and communications technologies involving coding and telephone systems. An effective payment system decreases the cost of replacing stocks/services and is vital to the operating of trading markets. However, a feeble payment system could harshly grind on the solidity and evolving scope of a market; its breakdowns can affect in inefficient use of monetary supplies, tangible shortfalls for business owners and customer dissatisfaction, ( J.Raja et.al, 2020).



Problem at the workplace
A problematic situation I encountered at my previous workplace was identified as a resource problem. I was working in a well-known retail organisation called Childs Day. I was a customer service assistant, so my job role was to make sure customers were satisfied with their shopping experience and to make sure their shopping experience went smoothly with no problems. However, every job comes with problematic situations, I needed to make sure that in any given situation I can help sort a problem out while reassuring the customer that I will be doing all I can to rectify the problem. 
As I was serving customers on the till I encountered a problem with the Online Payment System (OPS), there was four to five customers waiting in the queue to be served however, I could not get the OPS to take transactions. This was an ongoing problem; I had not encountered it myself before but other colleagues aired their concerns to the managers about it but there was no action taken to rectify it. My manager was not around therefore I had to try and find a way to sort the problem out myself, customers were getting frustrated, I was also getting nervous. My fellow colleagues were not very helpful they left me to sort it out on my own. I told the customers in the queue that there was a problem with OPS and we will be taking cash only. 3 customers decided to cancel their purchases and the last two customers paid with cash. I immediately created a sign stating we are taking cash only on all tills so we can avoid customer confusion. I managed to get through to the Online Payment System provider who told me that they were carrying out scheduled overdue maintenance on their website till the end of the day. This was not communicated with myself and my fellow colleagues, hence why there was last minute stress and panic.
The impact this problem had on the employees was that it created uncertainty, employees like me felt that they were not valued enough because of the lack of communication, the customers were also very frustrated.




Fishbone analysis to help in analysing the cause and effect
I used a Fishbone analysis to conduct my research which shows the potential causes and effects of the specific problem, this method is used to identify the root cause or causes.
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Busy workplace environment where issues get pushed aside and forgotten about.
Policies are not clear to employees

No clear communication


RESOURCE/EQUIPMENT PROBLEM


Employees need adequate training to deal with situations like this.
Lack of management and communication skill from senior managers

Equipment is inspected and managed well
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SWOT Analysis as a contributing Factor- Internal View of the Organisations Problem.
The strength, weaknesses, opportunities as well as the threats have been investigated to help in finding a solution to the identified problem.
	Strengths

· Faster payments
· Good customer feedback
· Top of the range equipment
· Provides a cost-effective service
	Weaknesses

· Low management skills
· Lack of communication between employees
· Equipment is not checked regularly
· Employees are not trained properly to deal with situations like this.

	Opportunities

· Expanding customer base
· Provide training to employees
· Open a credit account system
· The option to pay in instalments
· Interest from customers
	Threats

· Loss of customers
· Customers getting frustrated
· Employees getting stressed
· Loss of revenue





Pestle Analysis
To further help identify solutions to the problem, I created a PESTLE analysis to identify the macro environmental factors contributing to the problem, this is provided below:

	Political
Government may increase tax on some retail companies, this will have a direct impact on the organisation, resulting in cutbacks in staff and equipment maintenance.
(bizfluent.com 2020).
	Economical
During times of economic decrease, a company might concentrate too closely on current circumstances, neglecting to implement proposals to achieve long-term targets.

	Social
 Merchants who make use of social technology to merely make ads and offers can be possibly harming their target by neglecting to do something about the additional advantages of social media. If applied well, social media is currently a terrific approach for stores to improve sales, bring more buyers and expand their company.


	Technological
Technology has now changed the retail business beyond perception – currently, nearly all consumers are online consumers. Customers can look online to see reviews of the store they are visiting; they can even send a message to them online if they have a complaint. There is no need to wait in a queue on the phone line.

	Legal
Starting from employees’ rights associated laws to environmental laws and country particular laws associated to the industry, there are numerous laws that influence the trend labels. Import and export linked laws can influence the increase and productivity of the fashion labels.


	Environmental
Several clothes are produced from cotton, it must be hand-picked then transported all around the world to be stitched as jeans. Substances can go into the jeans suggesting the jeans people wear can be doused in harmful composites. Also, planes, trains, and more modes of transport distribute fumes into the environment. It is a substantial extent only to get the denims from the industrial unit to the retailer.





Solutions for the problem
I have come up with two solutions to this resource problem encountered at the workplace. The first solution is the option for customers to open a credit account. If customers are given this option to pay later the transaction is smoother not only for the customer but for employees as well. If a problem occurs again then all I would have to as an employee is to take the customers details down be it on paper or online and make sure the customer can pay later.
The second solution would be to invest in more hi-tech tills, that have the option to pay in several different ways other than a specific online payment system. There are several other companies that provide online payment systems for example, Bitcoin and World pay. In order to select the best solution, I will be using the PMI Tool to help me.








PMI Tool
PMI analysis for first solution, which is opening a credit account for customers.

	PLUS
	MINUS
	INTERESTING

	· Flexibility for customers when paying +6

· Customers can pay in instalments. +5


· Employees will feel less stressed if the same problem occurs again. +6

· Employees will have been trained and made aware of the changes. +4                        


Total=21
	· Some customers do not like opening credit accounts. -3

· More time consuming for employees as well as customers as information needs to be filled in. -2

· Some customers may not qualify for this as they have a low or bad credit score. -4                               


Total=10
	· May bring in a different customer base, for example appealing to higher end customers +5














Total=+5





The first solution has a grand total of 16. The second solution had a total of 12. So, the chosen solution is the first solution which was suggested because it has more pros than cons (Plus than minus). I will be demonstrating how the chosen solution will be implemented as below.

Objectives of the plan
The objectives of this plan are to provide a solution to the problem that has been identified. In order to provide a better service to the stakeholders I have produced a Gantt chart as well as a Communication plan which illustrates all the steps needed to implement the chosen solution. The solution has been selected to satisfy not only the customers but the employees too.

Schedules and Milestones
The plan will be implanted over a 4 week period, during the 1st week the plan will be created and during the 2nd week the plan will be presented to the senior managers, every week from week 1 the progress will be monitored and at week 3 the plan will be live and implemented. I will be getting feedback from the customers as well as the employees during week 4.



















The Gantt Chart is below:
	Task
	Resources
	1st Week
	2nd Week
	3rd Week
	4th Week

	Plan to create credit account system
	Team members, laptop, printer Shalma
	
	
	
	

	Present the plan to managers.
	Shalma, senior manager,, team members, communication plan
	
	
	
	

	Implement the plan.
	Policies for plan, and regulations
	
	
	
	

	Review and monitor the progress
	Weekly meetings with team members
	
	
	
	

	Feedback from the customers and team members
	Survey 
	
	
	
	


Resources required
In order to implement the plan several resources are required. Training will need to be provided to employees so that they know how to carry out the request of the customer. Laptops and printers will be required to present the plan to managers. Also, updating the website too so that it also has the option of paying with a credit account. Lastly, to get feedback from customers survey/questionnaires need to be made and printed. Online surveys are quicker and takes less time to evaluate than paper ones, hence why both will be available instore and online.
Team members responsibility will be to serve customers professionally. When a customer wants to open a credit account they will take them through the steps required in order to open an account. They will ensure that the experience goes as smoothly as possible. 

Brief explanation of the solution
For numerous individuals, using in-store credit can gratify that ‘I really want this now’ desire that we face every day. At some time, we have all liked a particular item and passed on buying it because of the shortage of money we have. So, this is where we as a company come in, by creating the option to pay with a credit account the customer gets the flexibility of paying later when they can afford it. The solution will obviously benefit the company because when some customers do not pay the instalments back a certain date the company will start accumulating interest for however long the customer takes to pay back,(MoneyAware.co.uk, 2020). As mentioned in the Gantt chart all the major tasks have been defined.

Security and Privacy measures that need to be followed
Data Protection: When opening a credit account, customers will need to provide their personal details Employees are obliged to make sure the data is remained safe, exact and in date.
When a company collects a customer’s private information they have to tell the customer how they will store and use their details, this includes if it will be communicated with additional companies.
The customer also has the right to view any information you have on file about them and rectify it if it is incorrect, they can ask for their data to be erased and the customer can also ask that there information cannot be shared with anyone else or anything else, (Gov.co.uk 2020). If any of the data is misused the company can face a hefty fine.
Policies and Procedures of the Company
These are the comprehensive rules that highlight the usual procedures to be pursued by all employees to reach the company’s targets. Time should be taken to think these different particulars through. Policies are more than day-to-day measures and employment guidelines. Policies should be set in writing and every employee should understand how to follow it, (Entrepreneur.com, 2020). 

How I will monitor and review performance
I will be monitoring and reviewing the performance of the plan by receiving regular feedback from team members and customers, I will be holding weekly meetings with the other project managers and team members and I will be also ensuring that project milestones have been reached.

Communication Plan
	Communication Goal
	Communication tool
	Audience/Stakeholder
	Frequency 

	Review the plan for creating a credit account system

	Meetings in person
	Project team, managers and sponsors
	Weekly

	Team Awareness
	Meetings in person
	Project team/Managers 
	Monthly

	Project Review


	Email/Meeting
	Project managers and team members
	Weekly

	


I will be producing the plan to my senior managers to get their approval.





Conclusion
Problem solving and decision making is a vital skill needed in everyday life and even more so in the workplace. There are many steps that need to be taken in order to get the best solution and go on to implement the chosen solution. Fish bone analysis, SWOT and Pestle analysis’s aid in getting the right solution. A Gantt chart helps you monitor the progress of a project once it has commenced, it allows you to visually see the tasks of the project and check on the duration. Finding an appropriate solution that is better for you, your team members, the company as well as the customers.
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