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Introduction.
“Thinking is the hardest work there is, which is probably the reason so few engage in it.”- Henry Ford. 
Our life is defined by decisions we make, whether if its an automatic reflex or something we conclude after spending days thinking about it, our decisions essentially demonstrate who we are, how we think and where we will reach. 
In this essay the subject of Critical Thinking will be discussed, alongside with the importance of how one acts and generates their choices within a workplace, it will be argued about how effective training can be a perfect solution to both short term and long term issues that may arise. Mostly, it will be stressed that as a Manager, critical thinking is essential and must be exercised by the mind at all moments whether the decision is big or small. Finally, I aim to be able to demonstrate how a Business set in London, defined by its multicultural employees, is able to rise above certain issues without having to take a major course of action which could lead to even more conflict within the business in itself, that when critical thinking is applied efficiently a better qualifying solution shall be proved and presented.









Workplace organisational context:
Due to a rise in bad reviews from the services provided from MCS Cleaning Services Ltd, the employees will now have to fill in a daily report of what was done during their working hours alongside with any problems found when providing the services. This report shall be submitted after their shift is finished and sent electronically to their Manager who will revise all the reports. It must be noted that most staff aren’t from a English speaking background and are mostly over their late thirties. This new approach is aimed at maintaining control over employees whilst providing our customers with full access of what has been done in their properties therefore ensuring our service is being fulfilled. 




Beliefs, Attitudes and Values
 Emotions are powerful, innate sensations that can control and influence numerous aspects of our lives from our actions to our mood and even our social relationships. Many believe that our emotions are an evolutionary mechanism designed to help an individual respond appropriately to the environment around them. Regardless of ones perspective on emotions, it is irrefutable how big of an influence emotions can have on an individual; especially if one lets their emotions get the better of them. During an emotional outburst people say and do things that are often regretted and could potentially get one into trouble with the law, which can have a lasting impact on one’s life.
Our emotions are like a double-edged sword that can undoubtedly work against us in many instances but can also provide us an advantage when faced with hard decisions and challenges, emotions can serve as a defence mechanism by putting an individual in a state of readiness, helping them automatically adapt to the situation at hand. Finding the balance between emotions and rational thought is the key to navigating and understanding the world around us. For instance, in a toxic workplace environment the negative mood of one or two people can affect the mood of everyone they come in contact with causing a cascade of negativity to spreading amongst them. 
A belief in itself is something that all humans have, it is an acceptance that something is true, that it exists despite there being valid proof or not. For example, some may believe that all you do, effectively, comes back to you, this then leads the person to avoid doing bad or unnecessary things in fear of it coming back. Others may believe that there’s no such thing as ‘destiny’ or believe in a religion or such, therefore allowing them to believe that the actions they commit are bound to their own consequences whereas allowing them to be less cautious with what they may do. Ones belief shapes strongly the person they are and how they present themselves, many people are brought up amongst their beliefs and this becomes a part of who they ate, whether if it’s a religion, theories etc. 
Ones attitudes is linked directly to what they believe in. (11) If one believes they may come to harm by something, they will likely avoid doing that thing. (10) For example, if one believes smoking may lead to them having a disease, they will avoid smoking and most likely avoid surroundings where it may be present. Another form of attitude is linked directly to your emotions, when you are emotionally affected by something, this may lead to irrational discourse affecting your actions. An example for this is when one works with family, you are less likely to correct that person’s actions or to stand up to them in order to not hurt their feelings as you have a personal connection to the person, this therefore affects your attitudes toward that person in contrast to what you should actually do. Ones desire to do something also affects their manners in doing it, in a workplace if the employee has difficulties or restrains to do their job, they will most likely perform with less efficiency affecting the quality of the service due to lack of personal interest, not wanting to do so but having to do so affects the way one does it. 
How much value something holds to someone also has a direct effect on their attitude and is linked directly to their beliefs. Value is something that is held by someone when they believe it is important, worthy, useful and meaningful. For example, when one appreciates something, that means they value it or what they gain from it. Essentially, one must value their source of income as without it they wouldn’t have any income this therefore links directly to the persons employment. As a person believes they need the job, they will value it more leading them to act more efficiently being more cautious not to loose their position. Another thing people value is honesty, respect, opportunity. Ones values define how someone acts, how they live by them and how they prioritize certain things in life. 
London being one of the busiest cities in the world automatically pronounces itself to be multicultural, modern and open minded therefore as the company I work for is based in London, it is obvious that our employees come from completely different set of backgrounds whether its beliefs, cultures or values which thereon leads us to be more cautious in which way to manage our employees effectively as all minds tend to think independently. MCS Cleaning Services is a company of which provide housekeeping services to Hotels, Hostels, restaurants etc all around London. My role as General Manager of this company is to both maintain effectiveness in services from all our hundreds of staff, whilst still reviewing new contracts, clients and reporting back to the company owner himself. MCS is strongly defined by our employers which can be both magnificent but also can be a tragedy if failed to be managed effectively which is where my role comes in.
Below is presented charts of both different ethnicity, age groups and beliefs of the majority of our staff.


As presented above, it is established that MCS is combined by mostly immigrants whom most likely come to the UK for a better work opportunity but due to their lack of ability (mostly in the English Language) they usually work in areas such as cleaning where no high level of English is required. Most of our staff communicate amongst themselves to get the job done and is usually highly effective. The supervisor of each team speaks English and therefore deals with reports, rotas etc. This facilitates our employment force as it allows our employees to not be the best at English but still work at a great capacity providing great quality. 
When looking at the new daily report system that may be set up, it should be taken into account that over 60% of our staff have low knowledge of the English language and will either fail to complete the reports, complete then ineffectively or spend a large amount of time doing so which may have a direct result on their capacity to work or the hours we will have to pay them to do so in excess.
Additionally, it must be taken into account that every employee has a different perspective to how they must work, this may be due to how they have been trained, how they feel more comfortable, things they are accustomed to do and even to what they value more. Due to different aspects, some may find the new method of report simply time consuming, of no value and demeaning as to imply that their work is not being done properly. When working with people from diverse background, it is important to maintain a work friendly face to face relationship, whether than to impose a robotic system which troubles our ability to understand the employees we work with. (8)

Inductive and Deductive reasoning
To think of something in a rational form is known as Reasoning. This is something we use on a daily basis to make decisions, draw conclusions and give reasons as to why we do something. There can be two forms of reasoning; Inductive and deductive reasoning. Inductive reasoning follows a particular way or behaviour therefore making inferences whereas deductive reasoning usually uses available information, premises or facts to arrive at a conclusion therefore making these logics the complete opposite of each other.(7)

Management Theories
Management theories (5) is used amongst all kinds of businesses around the world, it is considered to be both an art and a science. Managers deal with employees or certain interests of a business. Due to there being a large variety of businesses around the world, there are different theories on how to run a business based on differing assumptions about how both people and systems may operate. 
 
Frederick Taylor is responsible to have developed the scientific (or classical) management theory. This particular approach utilises measurements and data to make organisations more effective. (5) Managers are able to distil information that helps them manage their business more profitably and efficiently by evaluating and observing processes in numerical terms. This theory is best for mechanised operations but declines to maintain staff engaged and satisfied which will affect the quality of their work.  
 
Max Weber, seminal sociologist, was able to build on Taylor’s theory with his theory of bureaucratic management which essentially brings the scientific principles that Taylor applied to production systems and enables them to be applied to Human Resources management. This theory stresses the ideology of a hierarchical system being in place by designing clearly designated roles for employees and is made clear who is in charge and who isn’t. However this theory is unable to be reduced to a simple, mechanical, systemised approach to managing human beings. Though his theory prioritizes efficiency, it particularly isn’t the best practice for leaders to implement due to it discouraging creativity and collaboration in  the workplace therefore contradicting the reason of critical thinking.
 
Throughout the course of the 20th century, management theories became more relevant to human relations which emphasises the capabilities of individuals to act autonomously and creatively and essentially incentives management toward exposing the potential of the people they employ.  
Human relations theories stresses the validity of aligning the necessities of the employees with the needs of the company therefore adopted policies aimed at mutual benefit. 
 
The general systems theory was proposed by biologist Ludwig von Bartalanffy in the 1940s.The management approach to systems theory directs at achieving a balanced and integrated whole within the business itself. This management theory is particularly effective for leveraging and recognising the particular patterns that is followed by a company’s operations. Due to this the theory itself features identifying the overall goal of an organisation, aiming at all elements working cohesively to manage to achieve its main goal. This theory stresses that fact that success relies greatly on Synergy; Interdependence between subsystems; interconnections. (7)

The Contingency Theory was initially proposed by Fred Edward Fiedler in his landmark 1964 article. The theory is the idea that control systems and the organizational structures that managers choose are contingent on certain characteristics of the external environment in which the business operates therefore having to adapt to meet expected demands. The entry of new competitors is an example of external environment characteristics. This theory is particularly aimed at those who desire to compete successfully in the global environment.


 Critical Thinking and Logic
The nature of logic and critical thinking go hand in hand. A person must use logic during the critical thinking process. However, each person’s logic may depend on his/her perceptual process or their perceptual barriers. (4) 
The concept of logic is a way of thinking, solving, reasoning, and almost a state of mind given the right circumstances. Logic is a broad statement because it could mean an abundance or lack of logical thinking, or use of. Logical thinking is what prevents people from making poor decisions, and sometimes a lack of thinking creates unwanted effects.
When developing an argument, one must come from a logical perspective. In doing so, individuals must understand “the basic principles of logic”. According to D.Q. McInerny, in her book Being Logical, there are four principles of logic. This includes; the principle of individuality, the precept of the excluded middle, the principle of sufficient understanding, the principle of contradiction. Combined with the principles of logic, the language of logic should be taken into account with arguments. 
The principle of identity entail’s “things” to be distinguishable from other “things”. Essentially in the aspect of identity, a cat is a cat. That cat cannot be anything other than. It is not a dog, a bird, nor is it a snake. Aside from identity, the principle of “the excluded middle” is defined as “between being and nonbeing there is no middle state.” There cannot be a middle ground in rather something exist. It either is of existence or it is not. A candle is either lit or it is not lit. In Being Logical, McInerny wrote, “There is no such thing as just becoming: there are only things that become. The state of becoming is already within the realm of existence…There is, then, no becoming in the absolute sense, no passage from nonbeing to being (page 26).” The third principle of sufficient reason is specific to everything in the universe has a reason to why it is existing. Although this may be, nothing is self-explanatory or the cause of itself. Lastly, the principle of contradiction explained in Being Logical, has been defined as, “it is impossible for something both to be and not be at the same time and inn the same respect (page 28)”
Possessing an understanding of these precepts of logic initially helps with the overall understanding of developing an argument properly from a consistent position. From here an individual, then must understand the language of arguments in order to construct it appropriately. McInerny stated in Being Logical, “The concrete expression of logical reasoning is the argument. An arguments stands or falls to the extent that the reasoning it incorporates is good or bad (page 47).” Developing an argument must include, “the inferential move” which is described as when we go from one idea that is known to be true to a second idea that is recognized to be true on the basis of the first idea.
Arguments are broken into three different forms. 
Conjunctive Argument: Two conclusions that may be verbalized differently, but are rightful. The isolation of one term as true and the other false cannot occur within conjunctive argument.
Disjunctive Argument: A statement that carries two elements with mutual exclusions cannot both be concluded as true. One is true while the other is false.
Conditional Argument: The if/then argument that sustains the conditions of the idea that if certain conditions are satisfied, then certain consequences follow suite. “In a conditional argument that does not entail necessity, the tougher the connection between consequent and antecedent, more likely it is that the consequent will turn out to be true (page 66).”
Once the type of argument has been identified, a set of premises must be designed at the start and a conclusion at the end. The premises are the facts within the statements that are true in which a logical argument can be developed. Subsequently you have constructed an argument, you necessitate to be able to determine if it 's valid, which is to say if it 's a sound debate. From the development of a logical argument the conclusion may then be inserted. To test an argument 's validity, take for granted that all of the premises are true and then see if the conclusion follows automatically from them. If the conclusion automatically follows, you know it 's a valid statement. If not, the argument is invalid. If the conclusion is not obvious or does not make sense, something may be wrong with your argument. In some instances, an argument may not be valid, in others, you may have missing premises that you 'll need to add. 
Along with the above information stated, arguments can also be constructed with argument maps. In answering this, arguments may be built in a number of ways depending on the kind of argument being given. According to rationaleonline.org, Simple parameters are the most basic units of logical thinking. Discusses various forms, their functions, and how to represent them. Simple Argument Structure looks in more detail at the internal structure of simple arguments also giving simple guidelines for identifying assumptions and seeing to it that the whole thing hangs together right. Multi-Reason Arguments studies arguments in which more than one reason or objection bear upon an individual title. It discusses some common errors in mapping such arguments. Multi-Layer Arguments gives reasons or objections that are supported or opposed by further arguments. This band extends the principal varieties of multi-layer parameters, how to map them, and how to avoid some common mistakes. Inference Objections are a variety of multi-layer parameter, and mapping them is specially challenging. This set shows how to map inference objections as objections to hidden premises. Lastly, macrostructure is the social organization of complex arguments on a large plate. This band covers some fundamental rules for creating maps of well-structured complex arguments. 
When developing an argument, it is essential to know what argument you want to make and have a response to whatever rebuttal may arise. Aside from the argument, there must be a conclusion to it. With an argument map, it will establish an argument much more terse and precise when delivered. Regarding the fact that argument maps are essentially distinctive in focusing solely on reasoning or argument structure, and is specialized for that determination. Argument maps may be constructed by hand, generic software, argument mapping software, as well as on rationaleonline.com. Recognizing the many resources available will make developing an argument easier than imaginable. 
Critical thinking has the purpose of arriving at the best possible solution in the circumstances that the thinker is aware of. The process of critical thinking isn’t liable on facts, things you have learned about of you use consistently, it is the ability to think about particular things at a particular time demonstrating the ability of the mind to process information rapidly to arrive at a logical solution. Having mentioned this, it becomes increasingly obvious that everyone uses the process of critical thinking whether its on a day to day basis, at a workplace or even at home, everything one thinks with logic. 
Critical thinking stresses your ability to reason (2), rigorously questions assumptions and ideas rather than simply accepting them. Skills one must obtain to ensure an effective critical thinking process include analysis, interpretation, observation, evaluation, reflection, explanation, inference, problem solving (3) and decision making. Main critical thinking questions for any situation are: what’s happening; why is it important; what don’t I see; how do I know; who is saying it; what else and what if. All these questions enables your brain to explore different reasons, aspects and visions of a problem. It shows you various solutions but most importantly provides you with the best solution yet which makes critical thinking essential in a workplace. 
In a workplace, Critical thinking is of high importance as it encourages individuals and teams to effectively diagnose problems and encounter the correct solution. Also, when conflicts in the workplace arise, critical thinking enables everyone to engage in a thought process that will allow them to approach the better solution to a problem without relying on bias or snap judgements.
By being Area Manager, my role involves critical thinking in mostly everything that I do. I am relied on to maintain quality of our services whilst still ensuring our employees feel comfortable within their workplace. By having these major responsibilities upon me I must ensure that if a new procedure is to occur in order to uphold the quality of our services, if must be one of which is less time consuming, more effective and whit less obstacles to our employees. By providing a critical evaluation of the suggested solution, I will ensure that all factors will be taken into account regarding both the employer and the employees and with this the best solution to the problem will be found.
What I Know
In this current situation there has been negative feedback from hotel guests in regards to our cleaning services. As in any cleaning service provider, there will always be negative feedback one time or another as has happened so in the past but it has become an alarming issue due to the negative reviews coming from our oldest customers in which we risk losing our services contract with. The complaints have been going on for a continuous period of over a month, and though this may seem as a short period it is enough for our customers to seek different providers for the services. In the past there have been short periods of time where negative feedback has risen in which we took extra precautions and set up meetings with our employees to ensure that they return to the track of ensuring best quality services. There have been less than 5 times over the last 20 years of business where we have come really close to losing the business contract due to poor quality service therefore we take these complaints into account very seriously.
How do I Know
As Area Manager I have a scheduled meeting once every fortnight with the Manager of the establishment where our services are provided and during these meetings we evaluate the ratings that guests have given for the cleaning services, if the ratings have dropped or risen and we take into account if there is a certain pattern. After these meetings I feedback with our supervisors of each location informing them on what is being done well and on what should be improved on. During the meetings with some managers of the largest hotels, there has been a noticeable drop in ratings and a rise in negative feedback. The reliability of the sources are averagely high as it’s consisted of guests that have stayed in the hotel and have no knowledge if the cleaning services are outsourced therefore aren’t in search of implications with our company on its own. One thing to be assumed is that guests hardly give positive feedback, some may simply enjoy the stay yet not leave any comments whereas its more likely that if one finds a stay unpleasant they will leave negative feedback due to force of negative emotions.
What is Important
The most important thing we rely on is the quality of our services. The assurance of good quality is what gives our customers satisfaction and is also how we manage to acquire new customers therefore when our image is threatened we automatically do everything we can to keep the situation under control and resolve it in the best way possible. Total satisfaction of our customers is both our Short-term and long-term goal as its what our business revolves around. When renewing contracts and initiating new ones, our prospectus customers contact our current customers to have a review of our services and view if a desirable recommendation is provided. We rely greatly on this therefore our customers have to be completely pleased with our services, our efficiency as there is always another business offering the same services as us waiting for reviews to drop. Our employees have to remain up to speed and efficient in providing the cleaning services, for this they need to be effectively trained and equipped, if our employees lack the skills, our business is worth nothing. 
What is Missing
We have over 300 employees which need to be supervised, trained, pleased and efficient. The pattern of negative reviews is coming from larger hotels where there are over 25 employees on site, this may be a link to what is going on. Due to there being this many staff, training from the supervisors may not be given at the best standards and if not organised properly there will be to many people doing the same thing and forgetting about others. What I believe is missing isn’t the consistent evaluation of every staff on a daily basis, this would only stress more the fact that they will be loosing valuable work time whilst doing this and MCS’s financial state will take a hit. Also, more time will be needed to review every evaluation from over 300 staff, many of which may not even make sense due to lack of English. What is missing at this time isn’t a modern technological solution but instead a reinforcement of effective training, control from the supervisors and the division of work equally. 
What is My Plan of Action
It is critical that the causation of the problem must be identified, in this case it is made clear that the employees have been dismissive in providing quality service therefore the root of the problem must be directly solved. Though it would be a major breakthrough if the modern concept of daily reports from our staff did manage to work, I must be realistic in realising that within this field of business it is almost impossible to conduct it effectively. Alternatively, a most likely successful solution would be to re-train all supervisors and employees to ensure all are aboard the same way of working. Though it may be both expensive and time-consuming to do so, it will be more effective long-term wise if all our staff are trained effectively to complete our services to maintain the quality. 
In terms of a report being generated, it is critical that is still occurs. The report shall be generated by all supervisors on a daily basis and be reviewed at the end of each week alongside with one of the Area Managers of MCS such as myself. This will initiate a more organised aspect and allow progress to evolve amongst our employees. By training our supervisors to think critically we will see a more direct result amongst the remaining employees. 
Complete training and the reports being generated from the supervisors will show our customers that we are open to change and innovate our service in order to provide the best quality to our customers. If done effectively, this will show a rapid and positive result amongst the services and the reviews will return to its highest rankings.
Conclusion
When taking into account management theories, I strongly believe that my leadership in the workplace is based around the Human Relations Theory. Due to the line of work in which we operate we strongly need our employees to apply the best of themselves in every manner. It is vital that we stress their needs are also a priority to us therefore leading the company to be both united and cohesive in all aspects, I strongly believe that a business works better as a team. 
I hope to have stressed enough the importance of critical thinking in our workplace. With over 300 employees at MCS it is highly likely that there will be many petite/large problems that may occur, the importance is that our supervisors will now be trained to critically analyse every situation in order to search for a better solution, providing effective work and understanding instead of automatic reactions that don’t take things specifically into account. To conclude my previous evaluation of what would be a better solution to our current issue, I believe that effective training backed up by the Human Relations Theory will have a highly positive impact on our staff whilst finding a rapid solution for both short term and long term problems. Despite the process being longer to have our employees engaging in critical thinking more often, it is deemed to pay off as its importance in the workplace is critical in order to maintain order, effectiveness and quality provided by both our management and our employees. 
It must be taken into account that emotions, cultures, values, all play a strong role in how one acts in certain situations, this stresses even more the issue as to how one must behave with reason and logically in order to maintain order within a workplace, one must use deductive reasoning in a responsible manner instead of inductive which allows one to act on impulse, only after one understands this effectively can they view the best solution to a situation.
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Ethnicity	
Eastern EU	Western EU	British	South American	Black African	19	29	2	27	23	


Beliefs	
Christianity	Islam	Buddhism	Atheist	Other	29	26	6	27	12	


Age Groups	
18-25	26-32	33-40	41-47	48 	&	 Over	7	21	47	13	12	


English Level	
Fluent	Understands	Minor Knowlegde	0	17	23	28	32	

