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Introduction
Work stress is the most common cause of stress at work in the UK, seeing the highest reports being work in customer services. The amount of work absences due to stress related problems seen a rise from 2019 to 2020 (Statista, 2021). This report will work through the stages to first defining a problem, then making a sufficient decision to deal with the problem.
Problem solving is a process for individuals to overcome a specific problem (N,Sam M.S,2013). Once a problem has been identified an individual must determine the root cause to the problem, this can be done by using tools such as the fishbone diagram. 
Decision making is important for ensuring the problem is solved, people may have more than one proposed solution so if the problem does not improve then there is an alternative proposed solution to try. Tools such as P.M.I and grid analysis are used to choose the best solution to the problem that has raised.
Having seen a rise in work related stress this report has investigated the reasons that this may be and used the chosen tools to analyse and decide on what is the best solution to this problem.
A monitoring system will be put into place once a solution has been found. This monitoring system will put assigned dates and people to tasks for fixing the problem so that to make sure these tasks are seen through at a date that is efficient. Alternative proposed solutions will also be wrote down so that there is a back-up plan ion the original proposed solution does not work.

































The impact and scope of work-related stress

Occupational stress is an ongoing problem due to continuing structural change in the workplace, with both increasing demands and job insecurity imposed onto employees (Christopher Tennant, 2001).
We are seeing a high amount of work absences due to stress. The impact of this can be serious to an employee and an employer, stress can contribute to poor mental health problems such as anxiety and depression. Over 11 million working days a year are lost due to work related stress, there can be many causes of this such as:

· Being under pressure to meet deadlines regularly
· The style of management 
· Bullying at the workplace
· Being in the wrong job role for your skills and expectations
· Difficult relationships with work colleagues 
· Excessive workloads
· Being unclear on what it is you need to do in your job role (BUPA UK, 2021).


The impact of work-related stress can affect employers as they may be left without enough staff to deliver satisfied outcomes of the business, therefore impacting the business also. 
This is a complex problem, having a huge impact on all people involved. The quality of work provided by workers suffering work related stress may be compromised due to them not fulfilling their full potential. Work related stress is a strategic, complex problem as there is no quick easy fix and this effects the whole company internally and externally e.g., management, employees, customers. All the people will be involved in this problem as employees or management that are stressed cannot effectively deliver. This problem is a long-term problem and is not something that can be fixed overnight, once a solution is found this will then need to be monitored to ensure the correct solution has been chosen.

























Analysis

5.1 fishbone diagram

 A fishbone diagram is a cause-and-effect analysis that is used to find possible causes of an action before you start to think of a solution. You can start to take away the problem once all the possible causes have been identified, working through a cause-and-effect analysis will help a team of people to gain a shared insight of possible causes to the problem (NHS, 2021).

Using a cause-and-effect diagram can help to list and identify the main causes of the complex problem (declining performance due to work related stress), by branching off all the possible causes for the problem.
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A cause-and-effect diagram also known as a fishbone diagram is effective in writing out all the possible causes and effects of work-related stress to help narrow down the main cause of the complex problem. Feeling stressed at work could be because the staff are not clear on what their job roles are or if they are not trained efficiently for the job, this can cause stress which can then lead to mental health problems (2021).

5.2 SWOT analysis
A SWOT analysis is done to weigh out the strengths and weaknesses of the team (internal) and the Opportunities and Threats (external) that may occur.
SWOT analysis is useful if a company wants to:
· Address weaknesses 
· Address opportunities 
· Take advantage of the company’s strengths
· Develop business goals and ways of achieving them
· Understand your business better (Benefits and limitations of SWOT analysis | Business Queensland, 2021).
	Strengths
Staff are motivated
Management are caring of staff
Staff are willing to learn

	Weaknesses
Not enough staff employed
Cashflow problems
Declining sales

	Opportunities
Employ more staff
Improve self-esteem of the staff
	Threats
Competition from other companies
Staff leaving
Unhappy customers
































Proposed solutions

After analysing the fishbone diagram, proposed solutions can be further analysed using Plus, Minus, Interesting charts (P.M.I) to imply the best solution for the problem. A P.M.I chart is a strategy used to analyse ideas by writing out the Plus (positive points of this solution), the Minus (the bad points) and the Interesting points (Hemant Lata Sharma, 2017).
The most beneficial solutions could be: 

Staff training – Staff training could make staff members feel more confident in doing their jobs and therefore increase self-esteem. If a person is confident in their job role, then this could relieve work related stress. If there are clear, assigned jobs for each person it can make it less stressful for the staff.

Rewards and Recognition – Management could use reward charts/ recognition charts to reward staff that work hard, if staff are rewarded for the work that they put in this may take the stress from them as they are being recognised for their hard work.


7.1 Staff training

	

	Plus
	Minus
	Interesting

	
	Staff will have more knowledge (+10)
	Cost (-5)
	Work colleagues could become closer in training (+5)

	
	More customer satisfaction (+10)
	Time taken (-5)
	Staff may not have efficient time for training (-5)

	
	Staff will have more confidence (+10)
	
	Rebuild relationships with customers (+10)

	
	Improved management (+5)
	
	

	Total                   +35
	+35

	-10
	+10



The above P.M.I concentrates on staff training. This could help to improve staff members self-esteem and confidence and therefore feel less stress.


7.2 Rewards/Recognition 

	

	Plus 
	Minus 
	Interesting 

	
	Staff will feel more motivated (+5)
	Cost (-10)
	Staff who do not get recognised one week may decline (-10)

	
	Staff work harder (+10)
	Could cause conflict between staff (-10)
	

	
	

	
	

	
	

	
	

	Total                   
-10
	(+15)
	(-10)
	(-10)



The above P.M.I concentrates on rewards/recognition. If staff members are recognised more and receive rewards when they hit targets or work hard then they more feel more job satisfaction and less stress related to their work.

















































Implementation and monitoring
After weighing out the different options to solve the problem the outcome has proved that staff training will be the most efficient way to improve stress related to work. If staff are fully trained and aware of their responsibilities this will lead to less stress and more customer satisfaction. This solution will be monitored to ensure it is the correct method for this problem. Staff questionnaires are to be taken every 6 weeks to ask if they are benefiting from the training and to monitor if this has helped with taking some of the stress away related to work.
With this problem being a long-term problem, this solution should be implemented right away. Staff training will cost money as the resources/trainers will cost; therefore, this problem is not a small problem and needs an effective solution. Along with staff training to ensure that all members of staff are participating in the correct job for each day are confident in doing so, the training will include some mental health tips and some stress relief ideas for staff members to take away with them to hopefully help when it comes to work related stress.
9.1 Monitoring 
To establish that the chosen solution is working, this must be monitored. As this is not an overnight fixable problem, it will be monitored every 6 weeks by taking questionnaires from the staff members that will rate if the staff training has sufficiently helped to relive some of the stress that is related to work.
A questionnaire with questions about how stressed staff feels towards their work situation and colleagues should be taken before training starts so that it can be compared with the 6 weekly questionnaires that will be taken from the staff. If the staff at work seem to be happier, the questionnaire’s show that the amounts of stress that staff are feeling has improved, and things at work seem to be improving then this will allow for people to understand if this solution was the correct solution for this problem.
Regular training programmes can keep staff up to date with training and skills needed for their job role.

	Steps 
	Methods 
	Time 
	Staff responsible

	Identify trainees 



	Identify who needs training

	08/12/21 – 15/12/21

	Management 

	Find a trainer 

	Discuss and decide with training committee on external training organisations

	20/12/21 – 01/01/22

	Training committee

	Prepare a training schedule
	Organise a schedule/rota in which staff will attend the training course

	14/01/22 – 24/01/22

	Training committee and management 

	Refresher course

	Staff are to attend a refresher course to keep up to date with skills
	Once every 6 months
	Management and employees 

















































Conclusion 

After going through the process of problem solving and decision making it has resulted in proposed solutions for work related stress, that being staff training. The problem was analysed using the tool SWOT analysis and a fishbone diagram to find all of the possible root causes for the problem. Once the possible causes were analysed, proposed solutions were able to be made. This found that the best options for this problem would be either staff training or a rewards and recognition strategy. These options were put into a P.M.I chart to then sum up which solution would be most effective at this time, the results found that this would be staff training. 
This solution must be implemented and monitored by setting tasks which will be achieved by a set date to ensure that it is done, by assigning a person to do this it makes it more likely to be upheld. The progress will be monitored by asking staff to fill out questionnaires on the amount of work-related stress they are feeling, before and after the training starts, this way it can be seen if this solution is effective or if another solution may be needed.
In 6 months if this does not seem to be working then another analysis will be made and another solution can be used.
It is important that this problem is solved as stress can cause further mental health problems for people and if this can be avoided by making changes in the workplace then the outcome will see many benefits.
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