[image: C:\Users\Student\Downloads\UWTSD-Logosml.png]

Problem Solving and Decision Making
Submitted By 
Md. Samiul Islam
ID:-1707271
Module Name: BMSK4004
Submitted To

Mr.  Mushfiqur Rahman








Table of Content
	Title
	Page Number

	1.0 Introduction
	03

	2.0 The complex problems in the workplace including its impact and scope
	04

	2.1 Analysis of problem to create decision making process
	04

	2.2 Communication problem among the employees
	11

	2.3 Communication plan with the employees
	12

	2.4 Coordination the problem among the employees
	12

	2.5 The range of alternative solution to the problem
	12

	2.6 The problem in your chosen company
	13

	2.7 Decision making techniques to evaluate the range of solution
	14

	3.0 SWOT Analysis
	15

	4.0 PESTLE Analysis
	17

	5.0 Conclusion
	19















1.0 Introduction
Problem solving is the systematic process that makes the company able to minimize the workplace complexities and develop the performance ability of the company. According to Smith (2018), it is important for companies to engage the employees of the organization with the problem-solving process to ensure that effective strategies are being undertaken to minimize work complexities. The engagement of the employees is effective for the organizational performance development. Morrison is one of the market leaders of United Kingdom and the company is facing various challenges as its sale is declining continuously from the last few years. It is important for the company to resolve its problems appropriately and ensure the engagement of the employees to give customers appropriate service. Morrison is facing problems at Walworth road store with the store temperature and the humidity controller which is not operating properly along with the decertification fan. Other problems include provide effective customers service to the customers. Dissatisfaction of the customers finds from the customer’s satisfaction survey. This course work has analyzed the problem of Morrisons and employees and what customers of Walworth road are facing and to develop a solution to the problem. The business environment of the company will also get investigated and analyzed to ensure the plan is being implemented properly (Fletcher and Bolland, 2016). The businesses have a very strong influence from external factors like, politics, economics, social, technological etc.  It needs to analyze the impact of those factors to take business decisions appropriately. Again, the strength, weakness, opportunity and threat of the organization need to be evaluated to ensure that the strategies are appropriate and will ensure successful implementation. Successful implementation will mean regular monitoring and undertaking measures to ensure that all strategies are being implemented properly.




2.0 The complex problems in the workplace including its impact and scope
2.1 Analysis of problem to create decision making process 
Morrison at Walworth road has found a problem managing the temperature of the organizational workplace. The problem with the store temperature and the humidity controller is that it was not operating properly along with decertification fan. The five w’s evaluated the impact of the problem within the store. The evaluation found:
· Customers and the employees are the victims due to the broken temperature controller within the store.
· Secondly, the customers do not want to stay longer at Morrison and stay the minimum. The more the customers stay with impulse purchasing would be enhanced. Thus, maximizing the stores revenue.  Also, employees are stressed as they feel unable to perform properly. The customer service of the front-line employees decreases which causes dissatisfaction to the customers
· The problem had started two weeks before and the store temperature kept lowering every day
· The temperature is low at the perishable food product areas where the customers want to spend time and find out the good products to purchase 
· The key problem with the desertification fan is operation failure and the humidity controller unable to maintain the right temperature within the store.
There are several other problems that Morrison is currently facing as the company is not able to deliver high quality customers services to the customers and the recent survey showed customers low level of satisfaction for the organizational service quality. The decreased service quality has increased customers switching to different stores.  Moreover, the inability of the company to meet the markets lowest price also enhanced the dissatisfaction of the customers. Due to the increase of customer’s dissatisfaction Morrisons is facing continuous sale downfall for the last few years. 
According to Fletcher and Bolland (2016), critical thinking is an effective process that enables the development of logical outcomes to find the solution of an events. Collecting data to find effective ways to analyze the problems and ensure that appropriate strategies are undertaken to minimize the severity of the problem. To analyze the severity of the problem data collected in this process directly from the employees of the store to find out its impact. Moreover, it would also be found effective for the organizational decision-making process.  As follows some data has been collected from 10 employees of the store to find out the impact of the problem.
Question 01: Do you agree the store is facing temperature problem
Graph 01: Facing temperature problem at the store 

Findings and Analysis
The collected data shows 80% of the employees agreed that they are facing temperature related problems. 10% of the employees were not sure and remaining 10% employees didn’t know.  It analyzed that large numbers of the employees agreed that they are facing temperature related problems at Morrisons store environment. The severity of the problem has been analyzed in this process and needs to be managed properly at the working environment.

Question 02: Do you agree that the store temperature was perfect two weeks before.
Graph 02: Finding problems with the store temperature 

Findings and Analysis
The data shows that 90% of the employees agreed that the store temperature was perfect two weeks before and remaining 10% of the employees were not sure.  It analyzed that large numbers of the employees agreed that the problem happened recently. It is very important for the organization to maintain the right temperature in the organizational business environment and it needs to manage appropriately for maintaining proper business activities. The right temperature of the workplace creates impact on the employees and customers both as the employees able to work properly and able to develop service appropriately. Again the customers want to stay longer in organizational working environment when they find room temperature and shop and it enhance the impulse purchasing tendency of the customers.


Question 03: Do you agree that continuous lowering store temperature is bad for your health
Graph 03: Employees health related issues 

Findings and Analysis
The data shows that 90% of the employees agreed that continuous lowering store temperature is bad for your health and remaining 10% of the employees were not sure. It analyzed that large numbers of the employees agreed that they would face health related issues as they might catch cold and suffer from several problems. The employees at workplace might get stressed due to the excessive cold and they might lose interest for effectively participating at the working environment. The employees also might face long term health problems and the company might face employee’s shortage at the workplace. Again the absenteeism could increase within the organization. The store low temperature could degrade the service quality of the employees. 


Question 04: Do you agree that continuous lowering store temperature could crate psychological issues?
Graph 04: Employees psychology related issues 

Findings and Analysis
The data shows that 80% of the employees agreed that continuous lowering store temperature is bad for employee’s psychology, 10% of the employees were not sure and remaining 10% were disagreed.  It analyzed that large numbers of the employees agreed that lowering store temperature could crate psychological issue. The employees at workplace might not want to stay in organization for a longer time within the organization. They would not perform all activities properly which could degrade the overall organizational work activities.   



Question 05: Would you be happy when the problem will be solved
Graph 05: Employees satisfaction on resolving problems 

Findings and Analysis
The data shows that 90% of the employees agreed that they would be satisfied when the temperature related problem would be solved and remaining 10% of the employees were not sure. It analyzed that large numbers of the employees agreed that they would get satisfied when the temperature problem would be resolved within the organization. The employees at the workplace are struggling with the problem for few weeks so they would be satisfied and able to perform better when the problem would be resolved.




The calculation of mean, median and mode
	Observation Number
(N)
	Respondents Number
(i)
	(X-i)
	(X-i)2

	1
	5
	0.8
	.64

	2
	5
	0.8
	.64

	3
	7
	-1.2
	1.44

	4
	7
	-1.2
	1.44

	5
	5
	0.8
	.64

	Total = 5
	Total = 29
	
	



Excel Calculation attached below
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The findings show the chances of the next data of 5 is high and the deviation of the data is very low. 


2.2 Communication problem among the employees
According to Weiss (2012), employees needs to participate for the organizational decision-making process. The management of the organization needs to engage employees to share information with them. The Management of Morrisons need to arrange brain storming session where all individuals of the workplace get engaged and share different ideas. Morrison is facing various problems at the workplace which resulted in customer’s dissatisfaction. Morrison need to ensure some changes at workplace occur to ensure that the company are able to develop service strategies. It is important for the management to take some initiatives to enhance the participation of the employees within the organization for example,
· The task performance behavior of the employees needs to be enhanced at workplace. When employees able to perform within the team then their performance will be more effective, so the management of Morrisons needs to ensure that all employees are engaged as a team and communicating properly with the team members.
· The counterproductive behavior of the employees needs to change. Zwilling (2014) stated that counterproductive behavior is found when employees do not follow the organizational rules and regulations appropriately within the organization. The group discussion sessions need to include the employees of the workplace and ensure development of behavior and support to make all effectives changes to the organization.
There are some techniques are followed by the organizational leaders like, empowerment, recognition, rewards etc. According to Kallet and Kallet (2014), the empowerment of the employees makes them more responsible and makes them inspired to share information share with others. It makes them engaged with changing the process of the company. The recognition also inspires the employees to participate with the organization and perform better to achieve the ultimate goal. Reward are an important tool that applied by the management can make the employees of the organization become more satisfied and motivate them. A satisfied employee is more eager to participate with the company for the overall performance development of the company.


[bookmark: _GoBack]2.3 Communication plan with the employees
To ensure that communication with the employees is fruitful for the company an effective plan needs to be determined.  (Miller, 2014). There are a few strategies that need to be followed for the management of Morrisons to ensure proper communication with the employees.  Some are as follows:
Firstly, the current situation of the organization needs to be summarized and shared information about the business’s needs to be addressed with stake holders about the communication process. 
Secondly, the outcomes need to be developed properly and needs to develop few objectives to ensure that the outcome is being achieved properly. It is important to follow the SMART rule to ensure that all organizational strategies are being achieved properly. 
Thirdly, the communication process with the employees needs to be performed in different groups so the different groups of the employees can determine and communicate with the relevant group of the employees. 
Fourthly, the message needs to develop properly so that the target group of the employees gets interest to engage with the communication process. It needs to ensure the communication process is very simple and clear. The information needs to be provided in such a way that a sense of relationship develops with the employees.
Finally, communication channels need to be determined for the appropriate communication process with the employees. The use of free apps like Whatsapp, viber etc. would be effective to gate all employees engaged in communication and also engage them to communicate with each other. 
The progress of communication needs to be evaluated time to time and strategies need to develop to find out limitations in communication processes and develop strategies accordingly to minimize those limitations.


2.4 Coordination the problem among the employees
According to Watanabe (2010), to ensure that the company is able to implement strategies appropriately and achieve success the coordination of the employees must be effective. The management of Morrisons needs to develop strategies to enhance employee’s coordination with the problems, like
Employees willing to share their ideas and provide effective solutions on the identified problems of the organization, so management needs to inspire them for their idea sharing on the identified problem.
Also conflicts between the employees and the management needs to decrease for making the employees of the organization get proper direction from the management and perform activities appropriately.
The organizational structural process is very effective for the organization to make the employees get engaged with the company. Morrisons minimized the level of layers in store between the top hierarchy and operational employees, so employees are able to communicate with the top authority easily.
More so, the collaborative team engagement needs to develop within the workplace so that one member of the organization would support the other members times of emergency, so all activities of the organization would perform appropriately. It will make the employees get interested to participate with each other to share innovative ideas to resolve those issues.
2.5 The range of alternative solution to the problem
The total process of developing the room heating facility within the store required at least 16 days for the development. So, during this time a portable heater could be used for those cold enough like the perishable food areas. One of the more complex problem found in the organization was the company enabling to meet the satisfaction of the customers as the customer service of the employees get degraded so, Morrisons needs to take initiatives to develop the service ability of the employees. According to Gross, ‎Akaiwa and Nordquist (2013), the service strategies have a direct impact on customer’s satisfaction. Management of Morrisons needs to provide training to the employees to develop their performance and also offer reward to the employees so that they get motivated and willing to perform better at the workplace.

2.6 The problem in your chosen company
The problem found managing the store temperature and the humidity controller which was not operating properly along with decertification fan. There are several other problems that Morrisons is currently facing as company is not able to deliver high quality customer service to customers and the recent survey evaluated show customers chose the lowest level of satisfaction for organizational service quality. The decrease of service quality has increased customers switching. Moreover, the inability of the company to meet with the market lowest price also enhanced dissatisfaction to customers. Due to the increase of customer’s dissatisfaction Morrisons is facing continuous sale downfall over the last few years of time. Upon analysis of data an action plan has been developed to minimize the store temperature and develop the customer service of the organization.
Action Plan
	Tasks
	Days

	
	1
	2
	3
	4
	5
	6
	7
	8
	9
	10
	11
	12
	13
	14
	15
	16
	17
	18
	19
	20
	21

	Communicate with the employees of the store
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	Communicate with the ventilations company
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	Discuss issues and test
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	Order for fan and controller
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	Receive delivery of fan and controller
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	Install temperature controller
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	Provide customers service training
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	



2.7 Decision making techniques to evaluate the range of solution
It is also important for the company to find out a range of strategies to minimize the problem of the company. The management of Morrisons needs to engage employees in brainstorming sessions where the employees are able to share their ideas and find out alternatives strategies. There are no other solutions other than the room heating facility so the management needs to work repairing the temperature controller. 
Again, to ensure the development of the customer service it is important for the company to develop the recruitment and selection process of the company. The selection of the employees at the time of the recruitment process creates strong impacts on the organizational overall performance (Danner and Lowe, 2016). Morrison needs to ensure the development of the organizational recruitment and selection process so that talented individuals get recruited and the overall organizational performance get enhanced. Morrisons also need to develop some effective strategies for developing the employee’s motivational level. Morrisons need to perform recognition at the workplace so that it would make individuals and others get motivated and perform better.
3.0 SWOT Analysis
The SWOT analysis is very effective to evaluate the internal business situation of the company. The SWOT analysis of Morrison is presented below:

Table 01: Morrison’s SWOT analysis
	Strength
	Weakness

	· Morrison is 4th largest groceries in United Kingdom 
· Morrison has high brand image within the market 
· Morrison has gain success on online selling
· Morrison has product variety within the store.
· Morrison has some loyal customers as it has introduced loyalty card earlier within the market.

	· Morrison is facing financial issue as the sales of the company decreasing repeatedly since last three years.
· Morrison has unable to develop employee’s motivation.
· Morrison has ranked as the lowest retailer to provide satisfaction to the employees
· Morrison has faces commercial scandals several times which has damaged the organizational reputation


	Opportunity
	Threat

	· Morrison is improving its presence in financial services industry
· The company has large numbers of loyal customers
· The company is developing its own brand products and offer the highest numbers of product line to the customers.

	· The employees turnover rate is increasing in Morrison
· The inflation rate of UK is increasing
· The political situation of UK is getting instable
· Customers are getting price sensitive and less interested to invest more for purchasing products.




4.0 PESTLE Analysis
According to Greene (2017), the PESTLE analysis of the company is very significant to evaluate the organizational external business environment. The PESTLE analysis of MORRISON is presented below:

	PESTLE analysis
	Description

	Political Factor
	According to Wang and Wang (2007), the political issue is the most vulnerable factor that create strong impact on the businesses external environment. It found that with the change of government in a country some new rules and regulations introduces and the tax rate increases. Political issues also impact on the employment opportunities of the company. Currently UK is struggling to manage the political situation as the BREXIT issues might create enough changes. Due to the BREXIT issue the company might face skilled labor shortage which might increase the minimum wages of the employees.

	Economic Factor
	According to Miller (2014), the companies operation greatly impact with the economic issues of the country. The inflation rate of the country, currency exchange rate, etc. gets influenced due to the economic instability of the country. The economic growth is very slower to the country and it find that the economic growth of the first quarter of 2018 is similar with the growth of the UK’s 2012 recession growth. The inflation rate of UK reached to 3.1% in the first quarter of this year. The currency exchange rate is also lowered so Morrison needs to invest more than earlier as many of its products are imported from the outside of the country

	Social Factor
	The life style of the customers and their beliefs create impact on the organizational operational activities (Watanabe, 2010). The customers of UK are getting price sensitive gradually and they compare the price with other products and give more priority to the price of the product rather than the quality. Again the customers purchasing powered is lowered compared to last few years.

	Technological Factor
	According to Greene (2017), the use of the technological equipment find very crucial on the performance development of the organization. The companies get able to achieve competitive advantage within the market for using the latest technological equipment. Morrison is always concern to develop the new technologies at workplace to make the employees able to perform better and deliver high quality services and also ensure that customers get effective service. Morrison has introduced mobile technology services to make the customers able to order products from their cell phone. Morrison has introduced latest use of technologies at workplace which count the stock of the organization automatically and send queries directly to the suppliers. This strategy find very effective to maintain right numbers of stock on the POD display of the organization.

	Legal factor
	There are numbers of legal issue that creates impact on the organization. The company gets influenced with the organizational legal issues. In the years of 2017 16 employees of the Morrison took legal action for Morrison for making discrimination at workplace. Morrison needs to perform all its operation following the legislations developed by the government. Morrison is greatly engaging with the financial services of the organization.

	Environmental Factor
	The environmental issues are a great concern for the companies in recent years as it is mandatory for the companies to minimize the Co2 gas emission from its operational activities. Morrison contributes on the Co2 emission and company has succeeded greatly to minimize the gas emission. Morrison is committed to minimize the Co2 gas emission to 50% within the years of 2020. Morrison also has focused on minimize the energy use in store. Morrison has gain success to make no longer food waste. Morrison is also performing to develop the awareness of the people to minimize the household food waste.







5.0 Conclusion
In this section the problem has been identified at Walworth road store of Morrisons. The problem was the store temperature and the humidity controller were not operating properly along with decertification fan.  Another problem was no effective customers service.  Small scale research has conducted to gather information from the employees of that store to find the impact of the problem. It found that employees and customers both were affected with the problem. The identified problem has been shared with the employees of the company and also asked for shared ideas for the development of the service strategy.  Processes also have been evaluated for enhancing the collaboration of the employees at the workplace. The SWOT and PESTLE analysis also evaluated that it’s very crucial for the companies to find out its internal and external strength to perform its operation smoothly. The company is facing various challenges as its sale is declining continuously from the last few years.   It is important for the company to resolve its problem appropriately. Morrison needs to focus for the implementation of the strategies in a way that it makes the employees get satisfied and get a pleasant working environment so that they get able to deliver high quality service to the customers and make them engaged with the company.













References
Danner, G., Lowe, T., (2016). Profit from Science: Solving Business Problems using Data, Math, and the Scientific Process: Palgrave Macmillan US
Fletcher, F., (2016). Solutions: Business Problem Solving: Routledge
Gross, D., Akaiwa, D., Nordquist, K., (2013). Succeeding in Business with Microsoft Excel 2013: A Problem-Solving Approach: Cengage Learning
Greene, N., (2017). Stop Guessing: The 9 Behaviors of Great Problem Solvers: Berrett-Koehler Publishers
Kallet, M. Kallet, M., (2014). Think Smarter: Critical Thinking to Improve Problem-Solving and Decision-Making Skills: John Wiley & Sons
Moldoveanu, M., Leclerc, O., (2015). The Design of Insight: How to Solve Any Business Problem: Stanford University Press
Miller, D., (2014). Business Express: Effective problem solving: Develop the analytical and creative skills needed to solve any problem successfully: Pearson Education Limited,
Smith, S., (2018) Organization & Problem-Solving: Mason Crest
Watanabe, K., (2010). Problem Solving 101: A simple book for smart people: Ebury Publishing
Wang, S., Wang, H., (2007). Programming Languages for Business Problem Solving: CRC Press
Weiss, A. E., (2012). Key Business Solutions: Essential problem-solving tools and techniques that every manager needs to know: Pearson UK
Zwilling, M., (2014). StartupPro: How to set up and grow a tech business: Packt Publishing Ltd

Highly Agreed	Highly Agreed	Agreed	Average	Disagreed	Highly Disagreed	4	Agreed	Highly Agreed	Agreed	Average	Disagreed	Highly Disagreed	5	Average	Highly Agreed	Agreed	Average	Disagreed	Highly Disagreed	1	Disagreed	Highly Agreed	Agreed	Average	Disagreed	Highly Disagreed	0	Highly Disagreed	Highly Agreed	Agreed	Average	Disagreed	Highly Disagreed	0	Highly Agreed	Highly Agreed	Agreed	Average	Disagreed	Highly Disagreed	2	Agreed	Highly Agreed	Agreed	Average	Disagreed	Highly Disagreed	7	Average	Highly Agreed	Agreed	Average	Disagreed	Highly Disagreed	1	Disagreed	Highly Agreed	Agreed	Average	Disagreed	Highly Disagreed	0	Highly Disagreed	Highly Agreed	Agreed	Average	Disagreed	Highly Disagreed	0	Highly Agreed	Highly Agreed	Agreed	Average	Disagreed	Highly Disagreed	1	Agreed	Highly Agreed	Agreed	Average	Disagreed	Highly Disagreed	7	Average	Highly Agreed	Agreed	Average	Disagreed	Highly Disagreed	1	Disagreed	Highly Agreed	Agreed	Average	Disagreed	Highly Disagreed	1	Highly Disagreed	Highly Agreed	Agreed	Average	Disagreed	Highly Disagreed	0	Highly Agreed	Highly Agreed	Agreed	Average	Disagreed	Highly Disagreed	4	Agreed	Highly Agreed	Agreed	Average	Disagreed	Highly Disagreed	5	Average	Highly Agreed	Agreed	Average	Disagreed	Highly Disagreed	1	Disagreed	Highly Agreed	Agreed	Average	Disagreed	Highly Disagreed	0	Highly Disagreed	Highly Agreed	Agreed	Average	Disagreed	Highly Disagreed	0	Highly Agreed	Highly Agreed	Agreed	Average	Disagreed	Highly Disagreed	3	Agreed	Highly Agreed	Agreed	Average	Disagreed	Highly Disagreed	5	Average	Highly Agreed	Agreed	Average	Disagreed	Highly Disagreed	1	Disagreed	Highly Agreed	Agreed	Average	Disagreed	Highly Disagreed	1	Highly Disagreed	Highly Agreed	Agreed	Average	Disagreed	Highly Disagreed	0	20

image2.tmp
F19 -

15

A ) c )
Number of
Observations
1 5 08 064
2 5 08 064
3 7 12 144
4 7 12 144
5 5 08 064
Average 48
Mean (x) 58
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Verience 08
Standard Deviation 0.894427191
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