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Introduction
For each business, the profit is the goal. It requires good management, planning, good structure and well prepared staff to achieve this goal. Many times it happens one of this links to be ‘’broken’’ and it has to be ‘’fixed’’ in the best possible way. This can be done by using problem solving and decision-making techniques. This techniques are the best way to identify the problem, to find the causes and effects, to find the solution, define the implementation and develop an action plan. In this report I will follow all of the above steps and I am going to explain and use some of the problem solving and decision-making  techniques for finding the solution for the problem connected to a low profit in a pub.

Cause and Effect
Finding the best solution cannot be accomplished without clear vision of the causes of the problem. In this particular case, I am identifying as a first cause bad communication. Communication is the most important skill we possess in life and is crucial for the workplace. It is essential for productivity and effectiveness of each business organisation (Business management, n.d.).  Some of the effects of bad communication are stress and conflicts among the employees, unprepared and uninformed staff, and unsatisfactory customer service. 
Another cause is lack of planning. Planning is important to implement new products or a strategy in the right moment. For example not during the busiest period of time, or to prevent the overwhelming staff by hiring more people during big events, strict task distribution etc.(Leonard,2019) . The effect of bad planning is confused staff, unnecessary overtime, bad customer service. 
On the third place in this case is training. It is very important to provide an adequate training for all staff members. In this particular case is about how to treat the customer, food and drinks training, big events training etc. Training has to be prioritized by the managers and business owners to assure the effectiveness of the staff and the customer satisfaction (Andriotis, 2018) The effect of lack of training is low effectiveness, unprepared staff, unsatisfied clients.
Summing up the causes: bad communication, bad planning and lack of training, the total e effect of them is unsatisfactory customer service, , very long waiting time for the food orders, long waiting time for drinks at the bar, long working hours, confusion among the staff, stress, conflicts. At the end all that leads to dissatisfied customers, low profit and the worst scenario – closing.
A  fishbone diagram can be created to reveal the whole situation and evaluate each point of the problem. Created by Japanese professor Ishikawa in 1960, this diagram combine Brainstorming (ideas exchange among a group of people) an Mind Mapping (notes presented as a diagram) and helps to see the problem more profound(mindtools.com,2009).
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Fig1: Created by the author 

SWOT
	Strengths
United and hardworking staff
Professional Chef
Responsible supervisors 
Well balanced menu
Quality drinks
 
 
	Weaknesses 
Bad management
No planning
No communication
Overwhelmed staff

	Opportunities
Trainings
Adequate communication
Planning
Clear task definition
Clear obligations
	Threats 
Loosing clients
Staff leaving
Possible closing



Fig2: Created by the author

Solution
The specific problem in this case is a complex of many issues. All of these issues can be avoided and resolved by the managers. There are five main roles of the management –to plan, to organize, dealing with staff, lead and control (Drucker,1954). 
The main responsibility to establish good levels of communication is of the management body. Manager’s decisions affect the whole structure and function of the organisation.  All the actions, connected to the individuals in a team has to be coordinated and announced to avoid duplicated job, confusion and conflict. The effective communication is crucial to ensure each member of the team knows what is happening and what his /her role is in the working process. Managers has to be aware that a constant communication among the entire organisation has to be established as a rule number one.  
Creating a plan according the specific business requirements is the second step. Implementing new products and strategies during the low season, hiring more staff for the busiest periods, avoiding too much overtime, avoiding overwhelming and stressing the staff, ensuring all necessary goods are ordered on time etc. There are external factors as well. Circumstances as bad weather and changes made by the government are not under business owner control, but for some of them can be developed an emergency plan.
The third step is providing a proper training for the staff. Defining the necessary preparation for the different staff levels and the administration body. Ensuring people have the knowledge and competence to act at their job to the highest level. Good training is essential for providing an exceptional customer service,  is providing knowledge and upgrading skills, give confidence to the employees.
One of the possible steps in finding the solution is using brainstorming technique. Developed by Alex Osborn in 1953, the fundament of brainstorming is to collect as many as possible ideas from  a group of people working together for achieving a common goal, without judging, without correcting or upgrading someone else idea.  Brainstorming technique went through many upgrades during the years but the main point is still there – asking for the opinion of the staff. (Besant,2016)  

Implementation
For implementing the solutions can be used various techniques. Using brainstorming and market research will give the wider and clearer view of the problem and more options for resolving it. By using brain storming, the opinion , the ideas and the direct experience of the staff will be revealed.  This is the first step of collecting the necessary information. The staff has the closest view over the existing issues and they are directly affected by the bad management. Next step is the market research which will reveal the customer opinion. Releasing a questionnaire  about the food, drinks and the service is a very easy way to understand what are the needs of the clients. Part of this questionnaire should be recommendations. Any idea from the people who are the source of the profit is valuable. Those two techniques are very helpful to start the process of defining the problem and finding the solution. The third step is AHP.   In this particular case, we have a various issues and most helpful will be the Analytic hierarchy process (AHP). Developed in 1970s by Dr. T. Saaty, AHP is the most applicable technique for finding a solution for a problem caused by complex issues. AHP requires analysing and objective thinking. Analysing the situation and defining each aspect of the problem. Separate the all segments (causes of the problem) and define the steps for finding best solutions. By implementing all of the techniques described above, the managers will be able to develop a very clear and detailed picture of the situation, and on this base, a chain of decisions and further actions can be constructed (Changeboard,2019).   
Implementation Plan
	Action steps
	How to make it 
	Time frames

	Management meeting
	Establishing a communication rules among the all members of the organisation. Written and verbal.    
	 Immediate start. Twice a week. 

	Management and staff meetings
	Briefings. Defining tasks and responsibilities.
	Immediate start. Every day basis. Twice a day for morning and evening shift. Constant process.

	Planning ahead
	Observing what the issues are. Setting the closest target. Management and supervisors regular meetings. Comparing the profit from previous periods. Implementing new strategies. 
	Weakly plan. Monthly plan. Six months ahead. One year ahead.

	Training the staff
	Regular training for food, drinks, customer service, events etc. 
	Starting one week after managers meeting. Regular basis and each time when there is something new in the menu, upcoming event, new staff, new software etc.

	Marquette research
	Start a survey among the clients
	ASAP and each time after implementing new food, drinks or offers. After big events. 


Fig3: Created by the author
Stakeholders plan
	Stakeholder
	What is the goal?
	Personal action
	 Time frames

	Manager
	Increasing the profit. Creating less stressful working environment. Defining and resolve the specific problems. 
	Collecting, evaluating, correcting and spreading information. Implementing the decision. Defining the specific tasks to the spesiphic person from the staff.  Communication with all the staff
	Every day

	Assistant manager
	Replacing the manager when is needed. Train the staff
	Keep the manager informed.
Controlling supervisors. Constant communication whit all the staff. Informing on time for big events or expected influx of customers.
	Every day

	Supervisors
	Control and help during working process.
	Supervising the staff during implementation of the tasks. If any unexpected circumstances appear – immediately inform the management. Helping when necessary during the busiest hours.  Constant communication with the staff and managers
	Every day

	Chef
	Offering food to the best standards
	Upon received information from the management about upcoming events, to order the necessary amount of groceries. To inform the managers if he will need extra help during busiest time. 
Inform the front of house staff when the kitchen is overwhelmed with orders and if there will be any delay in food delivery.  
	When necessary. Usually during busiest periods

	Front of house
	Delivering good customer service
	Greeting the clients with smile. Reasonable knowledge about drinks and food. Be able to work with software. Offering new things from the menu with adequate approach. Upselling.  Keeping the tables clean and tidy. Checking with the clients how they like their food and/or drinks. 
	Every day


Fig4: Created by the author










Conclusion
As I stated previously every business goal is to make profit. Sometimes there are number of factors which can reduce this profit and even worse a business can work on loss which ultimately leads to bankruptcy. There are many things that can cause problems in the work environment in each business type. Some of them are bad communication, lack of planning and not enough training provided to the staff. The good thing is that it doesn’t matter how complex is each problem there is always a solution and every situation can turn to be profitable. One of the biggest responsibilities that the company managers  have is to establish a great levels of communication, acting according to well-prepared plan and providing a proper training to the staff especially new recruitments.  In order to implement those solutions various techniques can be used. Using all the necessary steps from the start to the end every business owner will find himself self  running a smooth business with satisfied customers and good profit.
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