University of Wales Trinity Saint David


Chekina Makasi
1707314
BMSK4004: Problem Solving and Decision Making 
Mushfiqur Rahman  









EXECUTIVE SUMMARY
The definition of problem solving is the process of finding a way or a solution to difficult complicated issues, within the working environment this is very vital (Adler, 2008). This allows employees to be able to detect the problem and come with a plan to resolve the problem, an important part of every manager’s role is knowing ways to solve them (Adler, 2008). It is essential that your confident as this will result to a positive result, the four basic steps in solving a problem are
· Defining what the problem is 
· Finding alternatives (if the plan doesn’t work what do we do next)
· Evaluating and selecting the alternatives
· Implementing solutions
Decision making is the action or the process of making an important decision the thought process of nominating a rational choice from convenient options. When preparing to plan a person must look at the negative and positive of each option and acknowledge all the different ways (Adler, 2008). For your decision making to be effective a person must be able to estimate the result of each option as well and decide which option is the best for that situation.

Introduction
Problem solving can be defined as the process of finding the solution to an issue that tends to have a negative effect on the people involved. Problem solving is important because no matter who you are: whether you are a politician or an ordinary person we all face problems that cause us to make critical decision to help us solve the problem that is burdening us (Laughlin, 2011). A key part to problem solving is decision making, this is when you select a course of action leading them to arrive to a solution. When decision making you either use reasoning, which means choosing solutions that are rational by using facts and figures to resolve the problem, or sometimes people use their intuition or gut feeling to solve a problem (Laughlin, 2011). Solving problems in the workplace can run smoothly and simple if everyone is able to communicate with each other effectively (George, 2009). 
This report will discuss various problems that occurred in my workplace and how I was able to overcome the problems I faced by making significant decisions (Laughlin, 2011). I am going to identify and solve these problems in the work placement by explaining the steps that must be taken to solve the problem and come up with a solution. Moreover, I am going to be discussing various dilemmas and scenarios that occurred whilst I worked at Tesco. Problem solving and decisions making is significant and essential in the workplace because it allows the institution to run smoothly and efficiently as it requires everyone to work together to think of possible alternatives to the problem. 
Problem solving enables us to analyse the situation and assess the various solution and alternatives that can aid is resolving the problem. Also, the solution we come up shows that following the steps to solve a problem is important because there are always various ways of solving a problem, therefore we must observe every angle to make the best decision possible. 
Tesco food chain organisation and my role in the department
Tesco is a food chain organization company where they sell a variety of different food also Tesco has its own clothing line branded for Tesco called F&F Tesco aim is to make shopping cheaper so that everyone can afford it. They aimed to do this by cutting prices and offering more in store deals. They may have many objectives to reach this aim.
one of my roles I was to make sure the customers are happy while they were shopping also serving at the till my other role was to pick groceries for all our online customers put the shopping in the baskets and then send it to the delivery department where the drivers would load all the trays into the Tesco vans ready to deliver to the customers. 
Another role I had was a customer assistant this meant that I to serve customers and make sure that each customer was attend to and had a good experience while they are shopping, and I would always go and ask them questions to ensure that they are okay and whether they needed any help find specific items. My role also intended to give product knowledge to any customers that asked for it.
Tesco also have Tesco banking for all Tesco customers they also offer a variety of credit cards that suits will suit every customers budget and needs. Furthermore, Tesco also offer their customers Tesco car insurance as well as Tesco mobile Insurance for customers who want to insure their phone. moreover, they offer Tesco housing insurance for those who are buying houses and are looking for cheap and good insurance for their house. Tesco also funds the following charities with Diabetes UK and British Heart Foundation they have raised over £25 million with the help of our customers and colleagues to raise this amount to help the chosen charities. Tesco aims to become the leading retail supermarket and provide good quality services and products at a low cost so that they are cheaper than their competitors.


The complex problems in the workplace:
[bookmark: _Hlk521338607]Whilst working a morning shift for Tesco I was asking one of my colleagues about the weighing scale as I was trying to figure out where the ginger was located on the display. Due to various categories of fruit and vegetables, it was not clear where the ginger was located on the display. We each have a picking target of 250 an hour, because of the delay in finding the ginger, this had an impacted on my pick rate as well as my colleague’s due to the fact she had to stop work to help me. Consequently, this issue had affected the delivery time that the driver was scheduled for thus this made the driver late.

How did the problem occur: 3:1
The problem occurred because when I started the job the managers did not give me a proper induction on how to operate the scales as well as where to find each item within their different categories. This meant the I did not acquire the accurate skills needed to be able to navigate the interface sufficiently. Therefore, this meant that I had limited knowledge on where the right selection of product where located on the display. This issue could have been resolved at the get go, if I was given a long-detailed induction on all the products location. Since, the manager was busy that day he should have allocated one of the colleague’s the role of showing me how everything works in detail, to avoid such situations from occurring in the future. 
[bookmark: _Hlk521411448]Why did the problem occur: 3:2
[bookmark: _Hlk521412564]The main reason why the problem occur is due to the mismanagement and procedures of the induction team as they did not follow through with adequately training new employees. Therefore, as a new employee I found it hard to attempt to figure out how the system worked, with limited knowledge on the basics of operating the scales properly as well as, efficiently. 
 What caused it? 3:3
The cause of the problem was the fact that I was not given the appropriate training to tackle the tasks given due the managements lack of communication and teamwork, which lead to me not being able to perform my role adequately. It is very important for an organisation to have a strong sense of communication and teamwork as it allows the business to work more efficiently, also it means that everyone has a clear understanding of the role each day which helps to limit any room for errors within the company. However, without this support system it can lead to the fragmentation to the organisation (George, 2009) due to the lack of co-operation and communication (Adair, 2009). 
The impact on the employees and manager: 3:4 
The impact that this issue brings to the employees is the fact their picking rate will suffer as they also need to know how use the scales because it is a key apparatus needed order to do the job. Thus, without a clear understanding of how operate the apparatus therefore needing help from other colleagues doing the same job as you, hinders them and yourself from performing their given target of 250 picks an hour. On a large scale, this effect on the managers as well, as it has a negative influence on their monthly productivity report, which is targeted to a certain amount. Thus, if this goal is not reached it has a negative effect on the company (Adair, 2009) 
Alternatives and solutions: 3:5
Alternatives to the scenario could have been if I felt that I had inadequate training, and I still need more help with understanding the system, I could have approached my manager about the situation, explain my concerns and worries and explaining how this could have a negative effect on my performance. Also, I could have informed, my team leader on the day that, I was having difficulty with the interface. This would have help with my case, so that I do not get penalised for not making my target for 250 pick an hour. Another, solutions to the problem could have been if I tried to operate the system as well as, getting the team leader on shift to work alongside me guiding me through the different functions of the display screen on the scales. The solution which worked for me is the team leader giving me guidance on how to work the scales and the different options, so I can use it to keep picking the customers shopping. When dealing with problems it is important to have various solutions and alternatives as it is the foundation to solving problem, essentially to have to do a trial and error with each alternative to see which one works best (Sabine et al, 2017).                                                                  
[bookmark: _Hlk521440887]what decision was made: 3:6                                                                                                          
Overall, the final decision made was, that I was given a day and a time slot where I get some time with the team leader, to thoroughly go through all the actions, scenarios of faults, printing and weighing issues of the scales. Another, decision made was to evaluate the current induction process for new employees to have team leaders checking up on them to see if they are having any difficulties with the interface of the scales.
[bookmark: _Hlk521440942]feedback of the decision? 3:7
At the end of each month the manager would give me feedback on meeting my target, also the manager said that my pick rate has greatly improved since having a team leader supervise me with operating with the scales. Another, feedback that I received from my manager was that I started to hit the 250 rate per hour. Also, my picking rate has greatly improved, and he told me to keep up with the good work I am doing. Frequent feedbacks are important when dealing with problem solving because it enables the people to understand where they went work and how they can improve (Sabine et al, 2017).
Another problem is:
During holiday seasons, most of the staff are on holiday, therefore, there is a shortage on the number of staffs working at the store, thus the store is extremely busy as a lot of people like to shop during the holidays and buy thing in bulk, moreover, the queues tend to be very long. However, there was only six workers working on one of the busiest days of year. This meant that we were going to be rushed of our feet as there were not enough workers to support all the customers throughout the day. Due to this problem, it meant that customers would have to wait in a long time to pay for their items. This agitated and frustrated a lot of the customers as they wanted quick service, which they were receiving. Furthermore, some customers became very aggressive towards me and my colleague and had threatening behaviour which further cause delays in everyone paying for their items. This is because most of the colleagues had to help stop the aggressive customer from becoming violent. This resulted in a lot of customers leaving the store to go shop elsewhere. This meant that the store lost out on making profit, also the store was left in state after the shoppers abandoned their shopping to go elsewhere.  
 How did the problem occur: 3:1
The problem occurred because most of the employees were given holidays at the same time and there wasn’t enough staff on shifts each day to support the large number of customers entering the store. Consequently, this resulted to the store then became very busy as the support system was insufficient (De, 2016).  Having an insufficient support team when dealing with problems can be very difficult and can lead to even more problem, therefore it is important to have a stable schedule that works for both the colleagues and the clients. This has inevitable consequences to the company as it results in the loss of profit, the main cause of the downfall was the fact that lots of the customers left their shopping and walked out due to the long queues and they were not patient enough to wait.	
Why did the problem occur: 3:2
The main reason why the problem occurred was because most of the employees were given their holiday around the same dates, this had a huge effect on the number of employees left to work the holiday period, which meant that we were low on staff, however, nothing at the time was done avoid this situation from occurring. Also, it appears that the manager must have miss read the schedule before giving all that time off to the large number of workers. The inadequate planning of the manager caused a lot of problems for the store, this shows that managerial position is very important in operating the company effectively (Raines, 2013) as they must be organised and accept help from others for the company to work successfully. This means that the organisations need to have an established functioning such as good team work and communication. 
What caused it? 3:3
The problem was caused because the manager accidently processed many the employees their holidays at the same period. This was not a good decision as it had a negative impact on the company as it meant the extra labour for the workers that remained which caused a lot of strain and frustration to both the workers and the customers (Raines, 2013). 
The impact on the employees and manager: 3:4 
The impact this had on employees was the fact that hat we didn’t get paid the correct amount of money because we lost out on a lot of money that day. And the manager cancelled all our overtime for 5 months because Tesco didn’t have the money to pay us for over time. Moreover, the impact that this had on the manger was that the store received very bad feedback from the customers. This affected the overall rating of the store and gave the store a negative image. This is people the store was see as ineffective in supplying the what was demanded by the customers in a satisfactory way. Also, this resulted in the loss of customers on average entering the store. Also, the managers were getting calls from customer who done their online shopping demanding a refund because they did not receive their shopping on time. This is because there were not enough workers supplying the demands from the customers effectively (Sabine et al, 2017). 


Alternatives and solutions which solution worked: 3:5
The solution that worked was that I volunteered to stay a few extra hours after my shift ended to help restore structure and formality in the store before the next day. This helped to decrease to intensity of the problem and it meant that we were more prepared for the next working day. Also, we still had quite a lot of customers waiting to be served and by me staying it meant that the serving went quicker rather than people waiting for a long period of time to get their shopping. Additionally, I made sure I was quick when serving the customers to minimise the waiting time. Moreover, I tried have conversations with the customers to make them feel more at ease and comfortable (De, 2016) and still provide them with good customer service even though they had to wait a long time to pay for their shopping. Consequently, this change the hostile environment in the store and made people feel less irritated. Being able to think swiftly in a fast pace environment is important as it enables the company to run smoothly (Adler, 2008).
what decision was made: 3:6                                                                                                          
I planned to do extra time that day to help the manager out as there were still a few customers in the shop waiting to be served. This wasn’t an easy decision for me to make as I had to work the next day at my other job which started at 8 am in the morning. This meant that I would finish extremely late at Tesco and then had to be up early the next day to work again. This meant that I was going to be physically and mentally drained, which is not good for my health however, as a team player, I was willing to sacrifice my time to aid the shop and help end the downfall it was heading towards. My manager was very pleased with the decision I made, of staying for extra time, that he offered me a bonus on my next pay as I was a crucial asset to the team. Also, he put my name up on the noticeboard for the employee of the month, along with other smaller gifts. 
Feedback of the decision? 3:7
The feedback of the decision I made was excellent as I decided to stay and help as much as I could so that the queues were less and there was not a lot of customers waiting to be served. Also, my manager gave me good feedback in relation to my decision he was shocked because not everyone would want to stay behind for an extra 2 hours after having done a long shift that day, help the manager. I decided to stay because I saw that the manager overwhelmed with all they work they had to do and they need extra support from the employees, and I was able to provide the manager with that support. Through this decision I was able to get unintended incentives for going the extra mile to aid the store at it toughest time.
To conclude, problem solving is a process of finding Solutions to difficult complex problems. decision-making is when an individual can identify a problem and make a suitable decision to solve the problem. In this assignment I have outlined various problems that I have had in my workplace and how I overcame the problems. Also talked about the different steps I went through to come up with the solution to the problems.
[bookmark: _GoBack]I have also outlined the benefits of problem-solving and decision-making and the steps that you need to go through to find out we’re the problem is coming from and how to solve it
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