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Introduction
The purpose of the report is to identify a work-based problem using recognised problem-solving tools and techniques to help analyse, evaluate and propose solutions.

What is a problem?
A problem is a challenge that needs to be dealt with, or corrected, to bring a desired change. (Cambridge) Studies have found that it can cause dissatisfaction because of human involvement, objects around us and puzzling situations, therefore it needs amending or solving. 

Problem solving
Problem solving is the act of solving problems. It is a process of identifying the causes, addressing the issues, and finding the best solution. (Instagantt). There are also some tools and techniques that are used to help the problem-solving process, and some of them have helped with solving workplace and other organisational problems. Solving problems at work increases staff satisfaction, motivation, customer satisfaction and productivity. 
Problems in the workplace can result from issues such as Management structure, technology, operational methods and human mistakes.  In my place of work, which is a retail environment, there has been many problems, but the major one I have identified is cases of bullying and harassment of staff members.

Bullying
Bullying is the process by which someone is subjected to verbal comments or wilful acts that can result in emotional and mental torture. Some of the evidence of this behaviour include being picked upon, name calling, humiliation, unreasonable work target, raising of voice, making threats, and bypassing for growth opportunities and training. (Bullying at work NhS). These highlights are some of the scope and severity of a major problem at work. It is important to understand that bullying can be experienced at senior level within an organisation, which is termed as upward bulling. This means that a senior staff member can be disrespected, disobeyed, and been made to feel incapable or unworthy of their role.  (Acas)



Causes of Bullying
Some of the reasons why employees are bullied can be because of their age, for example, being too old or too young can sometimes be perceived as a threat, or unsuitable for a position, gender or sexual orientation, for example being a person from LGBT (Lesbian, Gay, Bisexual, Transgender), racial taunts being from BAME (Black and Ethnic Minority), religious and cultural beliefs, and disability. Some bullying can be done through written communication and over the phone. All these factors can contribute to harassment in the workplace. (Workplace bullying and Harassment, GOV, UK). According to studies, there are some tools and techniques which have been devised by scholars to help to highlight the problems, causes and solutions to some workplace problems. In the UK it is assumed that 1 out of 3 workers have been bullied, while 30% of employees can testify to have seen colleagues become victims. (Bulliesout).

Effects of Bullying
Bulling can cause physical and emotional breakdown in the health of the employee. This means that they will suffer from little or no self-esteem, which could also lead to mental breakdown and living in fear. The working environment can become unpleasant, and this can also lead to constant time off work through sickness and absenteeism. It can affect the turnover or output of workplace productivity. Staff will be prone to mistakes, therefore accidents, and incidents can happen because of poor mental state. The organisation will have a tarnished reputation and lose the ability to deliver good customer service. There will be a breakdown in communication between management and employees because of mistrust and ignorance of employee rights. There will be no self-motivation among staff. (Bullies out).

Solutions to Bullying
Studies have found out that some of the ways in which victims could address bullying is to look after themselves by not bearing any self-guilt, worry or fear which could damage their mental health, decide on the best response in handling matters, set boundaries, confront the tormentor and inform them about your decision to report the matter to management.  Records should be kept on incidences, ensuring they are honest, detailing date and time, non-exaggerating but expressive of feelings. It is important to get witnesses if possible 

Decision Making Process 
The decision-making process is a step-by-step guide for looking into problems, finding the best solutions, and planning an action.
In any workplace or organisation, there is always the need to take decisions which may   involve identifying the problem, collecting relevant information, find possible solutions, evaluate alternatives, decide on the best alternatives, implement the plan, and evaluate the outcome. (umass).
Identifying the problem is very important to understand the nature of the problem, for example, the type and component of the problem. Secondly the information collected must be relevant to the decision, which can be obtained from internal or external sources. The evidence collected should be a meaningful alternative for decision making, before putting the plan into action.
Finally, evaluate the outcome of the action, reflect on your results to see if you have had a positive outcome, make sure the decision meets its objective, or whether there might be room for improvement, revision or change. (Six Step guide to help you solve Problem).

Problem solving tools 
There are problem solving tools and techniques which helps the decision making process in the workplace, some of them are SWOT Analysis (Strength, Weakness, Opportunity and Threat), Pestle Analysis, Fishbone or Ishikawa, and PMI.   

SWOT Analysis
SWOT Analysis is a tool that can be used to examine factors that contribute to the strengths, weaknesses, opportunities and threats of a person or an organisation. (Wikipedia) 
In the case of bullying, strengths in the organisation lies on factors such as having an antibullying policy in place, detailing what amounts to bullying, how it is done, why it is wrong and the consequences. Encourage staff to be tolerant towards one another and encouraging staff to report incidents of bullying. Such strengths can counteract weakness in a victim which can encourage them to speak up boldly, fearlessly, and reassuringly. (bulliesout.com).
Weakness in the organisation not acknowledging the risk and effects of the problem can cause a decline in productivity of sales workers and increase the level of threats.

Opportunities can be the Management educating staff on the issue, through training programs and informing them of their rights at work.
Threats in negligence of the problems could create a hostile environment leading to legal action and company losses.

PESTLE Analysis
This stands for Political, Economic Sociological, Technological, Legal and Environmental. (pestleanalysis.com).
In my workplace some European workers are becoming hate targets because of changes to new government legislations surrounding Brexit (guidance for businesses). This is affecting the economic system and causing decline in production. Technology that requires physical operation is abandoned resulting in shortages of product in the market. For example, there has been shortage of lorry drivers in the Haulage industry. Environmental factors like the  COVID-19 pandemic is causing a decline in shop floor assistance, and making it easier for victims of bulling to opt for working from home.

Fishbone Analysis
Another problem-solving tool is the Fishbone Analysis or Ishikawa Analysis, created by a Japanese academic. This is also known as the cause-and-effect analysis, and the aim is to determine the root causes of problems and find the best possible solutions. (Lewis S,2020). The diagram is shaped like a fish with the head of the fish bearing the main cause of the problem, and the bones branching out to brainstorm ideas. The diagram encourages group participation, by gathering information and generating ideas to help the solution process.
With reference to my workplace problem, it is essential to place bullying, which is the main problem, in the head of the fish and brainstorm possible causes. Next I would give further break down of causes and effects and find solutions. Some of the causes which I have researched include sexuality, age, ethnicity, religious beliefs, disabilities and communication. These are illustrated along the bones of the fish with the potential of branching out into subheading to highlight effects of the problems. These effects could be stress, worry, absenteeism, lack of motivation and more. As a result of finding effects, it is necessary to brainstorm solutions by creating more subheadings.  


PMI
This stand for plus, minus and interesting. It is used to weigh the positives and negatives in any situation, by individuals, and organisations with the aim of securing the best possible outcome. A visual representation consists of three vertical columns, each one representing a plus, minus or interesting. 
First brainstorm and list positive ideas on the positive column, next, list down negative thoughts on the negative column and finally, list things of interest in the interesting column.
It is essential to add scores for each idea in their columns as you go along. Lastly, add the total on each column to give an overall total to determine a possible decision (Plus, Minus, Interesting Strategy Virtual Library).

Evaluation and proposal of the best solutions to The workplace.
The first solution would be for the victim to speak to their tormentor explaining their feelings in a firm and calm manner. Alternatively, they can communicate through writing for example send an email.  If this persists, victims should make sure incidences are recorded stating times and dates for proof and getting a witness for backup. Another method of tackling this problem would be to speak to a manager or human resources team.  
  
According to research, Employers are mainly responsible for the wellbeing and safety of colleagues at work. They need to ensure that they have an antibullying policy in place to protect workers. The policy must be designed by the hierarchy and employees, and it should be applicable to everyone who has an affiliation with the organisation. The policy should include details of what is classified as bullying, an explanation of the procedures of gathering information and making resolutions. There should also be a grievance and procedure policy in place to handle complaints with staff training delivered to supervisors and managers. The employer needs to help promote diversity and zero tolerance of bullying, making everyone aware of the context of the legislation of the equality act 2010, which makes discrimination illegal. (equalityhumanrights.com). Employees should also have opportunities to partake in counselling sessions like Employee Assistance Program (EAP) to help their wellbeing (bulliesout). 
Workers are advised to know their employee rights, be able to speak up, and follow the procedures that have been put in place to address their problems and seek third party advice when there is a failure to resolve issues. External help can be obtained from organisations that offer legal advice such as Citizens Advice Bureau, ACAS and Independent Solicitors.
The organisation should apply new Visa requirements to retain and employ European workers affected by Brexit, to prevent staff shortage, company losses or insolvency.
Colleagues could be encouraged to join trade unions that can help them to take court action against employers who flaunt the law or fail to resolve issues. (Acas) Examples of trade unions are Trade Union Congress, Transport and General Workers Union, Union of Shop, Distributive and Allied Workers. (Unison National). Employees can apply for membership by making monthly monetary contributions.

Conclusion
This module has highlighted the enormity of problems that are encountered in the workplace. These are very common and impacts the life of workers and their organisation often resulting in negative situations. The introduction of some of the case studies as examples, helps to understand real life scenarios of workplace problems. The tools and techniques which I have studied have helped me to brainstorm ideas and come up with some solutions to help address the problem of bullying. I plan to suggest more staff training to raise awareness on the issue and encourage Human Resource to implement some of the solution by incorporating them into their Anti bullying policy and the contract of Staff Employment. Finally, this module has improved my skills and given me a better understanding into the concept of the academics of problem solving.
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