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The Abstract
This report is based on problem solving within my place of work as a Retail Consultant Manager. I will explain how I was able to solve problems whilst maintaining high moral amongst my staff, contributing to their confidence within the workplace. I also enacted this within the role play task of this module.

 Introduction
As a Leading Consultant Manager within my workplace, I deal with a lot of problems and the result of this is few unsatisfied Employee feedback. There are employees that I have shown much interest in, as these employee’s is considered as one of our most valuable members of staff to the organisation.
As a Consultant Manager its it very important that we follow Company policies, for example, the equal opportunities act, this implements inclusion and exclude discriminatory acts, ensuring our employees are fully trained with good communication skills. This creates a happy environment where we can also develop others. It is my job also to ensure that staff do not feel demotivated or discriminated against.
 Leadership will always bring attention to the role and the colleagues who are interested. Leadership roles can flexible and is a training given to develop others to be successful in a working environment.


Methods:
Within this essay I have used the following methods to solve problems as a consultant manager within my working environment, dealing with unsatisfied employees, following various methods and procedures. I have used appendices at the end of this essay that evidences the requirements at the end for this report. 
A. Fishbone
B. PMI
C. Class exercise given on problem solving and decision making.
D. Role play on being a Consultant Manager

Problem solving and decision making within my workplace:
As a Consultant Manager within my workplace, I have faced many situations and dealt with many problems as they occur. I was trained in the company’s inclusion and diversity programme and reiterated a non-discriminatory environment no matter the circumstances, everyone must be treated fairly and with respect. Therefore, its vital and important that we deal with the situation as quickly as possible and not to let things escalate. 
One of the training I was given was based on empathy, this meant you must always place your foot in another person shoe, so you can understand how someone maybe feeling. My training involved solving problems and decision making, this was known as Head, Heart, and Guts.
Head: - where I would develop and deliver the right high preforming team who gives great service to customers.
Heart:  Listen to what matters to my team/ colleague/staff, giving your staff the right opportunities to thrive and be their best.
Guts: To know my personal strengths when dealing with situations and use them in an authentic way. Knowing all of this has help me to focus on how to deal with various problem.
 Solving problems effectively is the process and procedures in decision making. Problem solving and Decision-making is about setting objective and achieved results.
Performing my role play was based on a consultant manager who had an unsatisfied employee. The employee concerns centred around the fact that his working hours was reduce and he had family to support. Not knowing the direction of the company’s future, he felt misinformed and this therefore caused a lot of anxiety and stress, which resulted in his unhappiness at work. The employee had some question to ask and therefore wrote a letter regarding this.
As the Consultant Manager I had to find a solution to this problem as the company was going in the wrong direction due to lack of funds. This was just a temporary setback as the changes was going to last six months.
I had to identify the Problem and gather all the information, analyse, and review the situation, by doing so I had to use a certain technique on solving problems and decision making.
I also had to investigate how I was going to promote and develop this staff as he was is an asset to the company.
In my role as a Manager, I realized solving problems can be effective, productive, and rewarding.
Identifying the Problem:  identifying problems is an everyday task therefore company policies and guideline has been complied for employees to follow to help solve present and future problem.
As this case was a cause of concern, I therefore had to investigate the employee’s complaint both informally and formal as a written letter was handed to me. For me to investigate, I first gathered all relevant information to avoid any grievances being taken out on the company.
The Company Guideline:
A. Informal approach.
B. Investigation.
C. Grievance raised.
D. Performance Issues.
E. Conduct issue.
F. Investigations meeting.
I responded to the colleague in writing, realising I had a case to answer to and ensured the situation did not get out of control. I also had to put a plan in place of Dos and Don’ts 


Do: 
1. I will view the nature of complaint.
2. Understand the situation.
3. Listen to my staff actively and acknowledge.
4. Be open minded.
5. Identified my staff feelings.
6. Acknowledge emotion.
7. Look and focus on the problem.
8. Clarified areas of agreements and ensure the staff do not leave the meeting feeling that nothing has been achieve.
Don’ts 
1. Avoid conflict do not let it escalate.
2. Do not blame or assume.
3. Do not interrupt the staff when speaking.
4. Do not let my emotion take over my feeling.
5. Focus on their personality traits.
6. Do not impose believes on others.
7. Do not assumed that they understand.
8. Do not impose any agreement.

By putting all these factors into practise, I was certain I was heading in the right direction. In this field as a Consultant Manager Strength, Weakness, opportunities, and Treats can come into play. I used the PESTLE technique, follow the guidelines, solving the problem, I looked at both strength and weakness.
SWOTS
Strength: how well the company is doing, the advantages over other company is incredibly good. Therefore, to lose this staff to another company because of a minor setback, would be devastating as he is also strong team player.
Weakness: Need to Tell him the truth be open and honest, focus on the recourses and on the staff and how we are going to improve as a business.
Opportunities: The new structure going forward will enable staff to be develop, more training given, communication is well understood, and new policies in place after the new structure.
Threats: To ensure no negativity surrounding the business, no media involvements, no more speculations.
PESTLE
I had to also use PESTLE in relation to also solve the problem, also, to ensure that this does not get practical, emotional and feelings flying high.
Looking back on the staff records and review, he is very social, Technical and he follows company guideline and policy, he is also legal trained and has completed all his legal checks, I had to also consider his physical surroundings.
As a Manager it is my Job to create a happy environment to my staff, I must be open and honest and inspire my team/staff/employees, building a relationship, based on values and respect. In my role play as the consultant manager I was able to identify the problems even through the question that was ask.

Question asks 
Why would you want to reduce my hours?
Why has mu hours change?
Why was I the only one within the company have been ask?
How are you going to help to keep my hours?








Problem Identified
Needed support.
Miss Informed.
Anxiety.
Hours been change.
Lack of communication.
Need hours back to support family.
Identifying the problem had showed me, the employee was under stress, especially regarding how he was going to support his family? He was miss informed and was not communicated to properly by the team. How would the structure change affect him? Also, team was not clear about the message they had received. This becomes a risk factor.
Risk Factors: 
Losing a valuable member of staff.
Looking for a new job.
Going off sick due to stress and anxiety.
Not giving a 100%.
Demotivated.
Media attention.




Possible causes.
Communication.
Lack of knowledge.
Anxiety due to stress.
Staff needs more upskilling.
PESTLE:
Political------ creating conflict, report to social media, leaving the company.
Economics----- lack of understanding, pay rise, hours change
Social------ Stress, anxiety, health and well being
Technological----- E-Learning. Retrained all staff on communication, Training recorded are all updated and put unto systems.
Environmental-------Health and safety legal training is all updated ensure safe and working environment.
Laws---- polices are in place and updated, living the values that the company requires through behaviours skills. 

PMI: 
I also used the PMI for my decision making. I Knew my employee is a valid member of staff, by using the PMI which is, (Plus+ Minus- interesting) that summarise my decision.
Good +: Approach was very much polite and respectful, mannerism, spoke very well. Outcome was positive, employee felt confident. 
What was bad -: Letter received, the content of the letter, Investigation.
Interesting: The outcome of the meeting, how would my employee feel abouts the decision that has been made.
Fishbone Solving the Problem:
Looking through my case study and class exercises, I was able to also use the technique in solving the problem and getting to the root cause of the problem.  I was able to use the seven step which also help me.
A. What was the problem, and deal with the problem?
B. Collect all information on file.
C. Cause of the problem.
D. Finding the solution, going through the company policies.
E. Evaluate the changes and the effects of the policy.
F. Ensuring jobs was not at risk.
G. Evaluate and review all records or process of the problem.

Solution Techniques:
  The Fishbone is used to identify and solve problems. Looking and analysing the problem the Risk Factors, Possible Causes, the PESTLE, Fishbone, and the MPI, I was able to identify the cause of the problem, with the training I was also given on how to solve problems and decision making, I was able to ensure that my employee would be less stress, more confident as he has been communicated too and he was rest assured his job wasn’t at risk in the long term it was only for a short period of six months. 
According to (morgan, 2017) within the framework for solving a structured problem is relatively straightforward and typically follow stages which are establishing causes, developing option making a choice.
According to  (morgan, 2017) Some organisation tension can create in what is said or what we believe, is what the underlying issues is really what it seems. This is where personality plays a part, being nervous about upsetting others or want please other people the possibilities for any disagreements between people will not be addressed and any solution that can maintains the present the situations. 
According to (morgan, 2017) the KTP process has a total of 5 steps these are the following
· Defining the problem 
· Describing the problem
· Establishing the possible causes
· Testing the cause
· Verifying the true cause 
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 FISHBONE DIAGRAM:
Policies 
Procedures
Technology 
People	

Measurement 
Environment
Changes
Communication
Training 								
Staff  
Tablet
PDA	
Computers
Performance & Conduct
Letter
Informal Approach	
Moral 	
Time Planning 
Note taker
Planning Meeting	
Culture
Health & Safety 
Pay
Hours
Requirements
Response to letter 
taxes
results














Conclusion:
Reflecting on my performance as an Unsatisfied employee and a Consultant Manager during my role play, my fishbone, PMI, and PESTLE, I have concluded that it enables me to solve the problem, understand both sides, the important of recognition, employee’s emotion, and how best it is to communicate. Solving the problem at the right moment is best, rather than letting the problem escalate. It is important not to let your employees have low morale and you must investigate the root cause of the problem to fix it. Be as open and honest as possible, living the values and respect of the company and acknowledge other people’s views. Always ensure that the outcome is more positive than negative, even if the situation is exceedingly difficult.
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