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[bookmark: _Toc49555955][bookmark: _GoBack]INTRODUCTION 
For the success of a business organisation, it is a necessity to identify the workplace issues that stem from the influence of different external and internal factors that affect the business environment. By identifying these issues, the management can take decisions that benefit the employees as well as the organisation. This is critical for making the business sustainable (Shaw et al., 2013). The current report will focus on The Lounges, London based restaurant group and workplace issues being faced by its employees. The report will seek to define the identified problem, its scope and impact. The report will use the problem-solving tools and techniques like PESTLE Analysis, Porter’s Five Forces Analysis, and CATWOE Analysis to analyse the problem and determine the solution. A plan of implementation will be proposed that can be communicated to the stakeholders with strategic recommendations. Lastly, the report will define the monitoring and review techniques that can be employed to ensure the successful implementation of the solution.
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The identified problem is longer working hours reported by some of the employees like David. The management at The Lounges has been getting reports of employee dissatisfaction. One particular case that came in light through interaction with a management consultant is of bartender of the restaurant David. David has been working with the restaurant for the last 2 years. He has proven his skills as a bartender and maintained good relationships with other employees. He is considered to be a good employee and an asset for the business. The current issue faced by The Lounge is employee dissatisfaction. The reason reported for this issue as reported by some of the employees like David is longer working hours. The workplace problem can be defined as the additional work done by the employees by working late into the night along with the lack of compensation for this additional work. The compensation by the employees is measured with the compensation paid by some of the close competitors to its employees. 
These workplace issues have affected the performance of the employees. The employee lost enthusiasm for the work, strained the relationships with their peers and colleagues, and shown a decrease in the creativity and efforts required for the work. The workplace problems faced by the employee are affecting the business negatively. There have been a growing number of complaints from the customers regarding the employee’s performance and service quality. There have also been complaints from other staff members about certain unsatisfied employees’ unprofessional behaviour and approach at work (Shaw et al., 2013). The lack of enthusiasm among employees and reducing motivation levels has led to a decrease in their productivity. This is directly affecting the business of the restaurant. An analysis was conducted that involved an evaluation of the previous and current behaviour and performance of the employees as well as a one to one interaction. It can be concluded after the evaluation that the additional workload has affected employee performance. In this case, dismissal of the employee is not the correct solution, the problem needs proper consideration so that a precise solution can be developed (Hill et l., 2010).
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A range of problem-solving tools including the PESTLE analysis, Porters Five Forces analysis and CATWOE analysis were used to find the appropriate solution. These tools/techniques will provide a necessary context for the real cause for the issue faced by the employee and hence the restaurant.
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POLITICAL - Political influence on the restaurant business is significant due to its dependability on abiding with various legislative and regulatory compliance norms that are defined by the political leadership. The compliance requirements like the minimum wages and the operational/serving timing need to be adhered with to run the business smoothly. Also, the political decision making such as the potential immigrant employment reforms due to the proposed exit of the UK from the European Union (Scammell, 2018; Bartik et al., 2020).   
ECONOMIC - The global spread of COVID-19 pandemic has significantly impacted the global and national economy. The restaurant is not an exception to the economic slowdown and various measures implemented by the governments to slow down and eliminate the COVID-19 spread. Restaurant sector with many requirements to follow through in the wake of COVID-19 spread to ensure the safety of customers and the staff. The restaurant business is seeing a steady downturn, this will make it necessary for the business to be open for longer hours when the situation recover to serve more customers and change the wage/benefit structure (Scammell, 2018; Nicola et al., 2020).
SOCIAL - The last few months in the lockdown and social distancing as a result of COVID-19 spread has made people vary of eating out. After the disassembling of the lockdown measures and with the initiative “Eat out to help out” the restaurant business has stabilised. The heavy discounts have attracted many customers that may require longer service hours (Scammell, 2018; Nicola et al., 2020).
TECHNOLOGICAL - Technology has influenced the food and non- alcoholic beverages service at the restaurant whether is the serving style, method and quality. On the other hand, the alcoholic beverages are still served in the restaurant by the restaurant staff. Other technologies that are used at the restaurant are entertainment-related technologies like televisions, music systems, WIFI, etc. In the context of the employee problem, the technology sector does not contribute to employee dissatisfaction (Scammell, 2018; Bartik et al., 2020).
LEGAL - All the regulations by the regulatory bodies and the government are required to be followed by the restaurant. The recent lockdown after the spread of COVID-19 compelled the restaurant to remain closed for public safety. These factors affect the future of the restaurant and to remain operational after the lockdown and with the implementation other sanitary and hygiene measures, the restaurant may need to remain open for a longer duration to increase its sales (Scammell, 2018; Bartik et al., 2020).
ENVIRONMENTAL - The environment conditions are not optimal. The COVID-19 pandemic is still on the rise and it is ruining people’s health and the economy at the same time. Besides causing the health issues, the pandemic has spread a paranoia in the public perception. They have become paranoid about anything outside of their home and this paranoia is forcing many businesses to shut down (Scammell, 2018; Bartik et al., 2020). 
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BARGAINING POWER OF BUYERS
Bargaining power of the buyers is moderate. The customers are also facing problem finding affordable healthy food & beverages as many restaurants and bars are still not opening. However, open restaurants are also not witnessing the usual traffic before the pandemic (Altuntaş et al., 2014; Bartik et al., 2020).
BARGAINING POWER OF SUPPLIERS
Bargaining power of suppliers is high. The restrictions and measures implemented after the COVID-19 spread has led to a shortage of required products. The suppliers that have the product have increased leverage and may demand higher prices for the products (Huber et al., 2010; Bartik et al., 2020).
THE THREAT OF SUBSTITUTES
The threat of substitutes is moderate. Although many of the restaurants are open, the customers are hesitating to opt for a restaurant they have not experienced previously (Altuntaş et al., 2014; Bartik et al., 2020). 
THE THREAT OF NEW ENTRANTS
The threat of new entrants is low. The state of the economy is critical and many businesses are getting closed, especially in the hospitality industry. To build a new restaurant or even rent a new one will require a substantial amount of capital with weak prospects. Opening a restaurant or pub currently will not be a good strategic decision for any new entrants (Huber et al., 2010; Bartik et al., 2020).
COMPETITIVE RIVALRY
The hospitality industry is highly competitive and requires excellent service and product quality to remain sustainable. In the current environment, a business needs to offer more for less, and the service needs to be preferable to the requirements of the customers. Otherwise, the customers would choose a competitor. Hence, Competitive rivalry can be said to be high (Altuntaş et al., 2014; Bartik et al., 2020).
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Through CATWOE analysis, the problem will be evaluated from the perspectives of different stakeholder so that an effective solution can be developed. CATWOE stands for Customers, Actors, Transformation, World View, Owner, and Environment (Altuntaş et al., 2014; Hindle and Vidgen, 2018).
CUSTOMERS - The bartender’s dissatisfaction with the work is having an adverse effect on the customers, there have been complaints about wrong drinks served and arguments with the customers. This gives the customer a negative brand perception of the restaurant, which ultimately causes a lack of sales.
ACTORS - In this case, the actors involved are, the bartender, the management of the restaurant and the customers, the issue each actor is facing is:
· The bartender is dissatisfied because of longer working hours and low pay.
· The restaurant manager is compelled to keep the restaurant open, due to lack of business.
· The customers are not pleased with the service at the restaurant bar, and bartender’s behaviour (Altuntaş et al., 2014; Wardhana and Hariwibowo, 2020).
TRANSFORMATION - The transformation process will affect the employee’s work timing and strategic decision making of the management to develop plans to promote the restaurant during the pandemic (Altuntaş et al., 2014; Hindle and Vidgen, 2018).
WORLD VIEW - The worldview discusses the perception of different parties that will be affected by management’s decision in the bigger picture. If the management decides to reduce the workload of the affected employee or offer him incentives to alter his behaviour and increase morale, the employee performance will improve, along with the customer’s perception about the quality of service offered at the restaurant. 
OWNER - Ownership of the decision will rest with the restaurant management and will be acted upon by the restaurant’s manager and the affected employee.
ENVIRONMENT - The environment is not an issue of consideration for this particular problem (Altuntaş et al., 2014; Wardhana and Hariwibowo, 2020).  
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There are three possible solutions proposed hereafter the analysis of the scenario:
· Offering the affected employees, a raise or adding incentives to the current wage structure. This solution will be ideal if accepted by the employee, as it will cost-effective for the restaurant to increase the current employee salary instead of hiring a new one.
· Reduce the working hours of the affected employees and hire additional resources. This will allow them to work in rotational shifts and distribute their workload. This will be the second priority consideration. To implement this solution successfully, the employees need to distribute the working hours and get compensated according to the hours they worked.
· Dismissing the current employees and hire new ones that are willing to accommodate the long hour work shifts could be another solution. This will be the last resort consideration. This solution can be implemented if other solutions will prove ineffective. 
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The process will be monitored and controlled by the restaurant’s manager, to ensure the completion of the process the following actions will be implemented
· During the implementation stage, the restaurant manager will communicate the situation with the employee and convey the possible solutions to them while taking their feedback on the accepted solution.
· Measuring Results - The restaurant manager will analyse the results of the implementation of the solution accepted by the employee. 
· Feedback - The restaurant manager will provide feedback to the owners. 
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The implementation of the solution and its effect will be communicated to the stakeholders in the following ways:
· Meetings - Meetings will be scheduled to communicate the implementation process and its results in person to the respective stakeholders.
· Conference Calls - The stakeholders that are not available for in-person meetings will be informed about it through conference calls.
· Summary Report - A summary report will be created by the restaurant manager that will describe the solution implementation and its results. This report will then be sent to all the stakeholders through email. The stakeholders will be informed of the problem and the plan created to eliminate it, through this report.
The summary report will inform all the stakeholders of The Lounges about a recent issue within the restaurant workplace. The issue is regarding employee dissatisfaction. The employees are currently experiencing dissatisfaction at the job. Due to this, the performance of the employee is declining at work. Also, there are complaints about poor service quality and misbehaviour regarding the employee by customers. The employees were then informed about these complaints. On being questioned, they identified long working hours as the reason. The problem was critically analysed through different problem-solving frameworks. This analysis revealed that due to the COVID-19 pandemic, the restaurant has been operating for longer hours compelling the affected worker to do the same. This has led to the employee getting dissatisfied and doing sub-standard work. As this problem was affecting the business and reputation of the restaurant, a series of solutions were developed. These solutions included offering a raise or additional incentives to the affected employee, reducing the working hours of the affected employees by hiring additional resources, and dismissing the current employee and hire a new one. These possible solutions will be communicated to the affected employees, their decision will guide further action. The results of the campaign will be measured by the restaurant manager and communicated through the sources above mentioned.
RECOMMENDATIONS 
Some recommendations for the restaurant manager are as follows
· Do a thorough analysis of the situation, through different problem-solving frameworks.
· Communicate the problem and its effect on the business with the affected employee.
· Develop solutions with some insight and consultation of other staff members
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This report gained an understanding of an issue faced by the restaurant, in which the bartenders of the restaurant was experiencing dissatisfaction at work due to longer working hours, this problem was then analysed by different problem-solving frameworks that revealed that due to the pandemic, the restaurant was operating for longer hours. With this understanding and insight, different possible solutions were developed which were then communicated with the respective stakeholders at the restaurant. At last, some recommendations were made to the project manager for the effective handling of the problem.
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