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1.0. Introduction: 

This report will try to analyse and suggest a solution to a communication problem faced by one of London’s biggest private hire passenger Companies. 
It starts with precisely defining, identifying the scope and nature of problem, ascertaining its cost, how big, wide spread and its effects. It goes further to look at effective communication, its benefits, and cost of not properly adapting it. It briefly looks at how communication barriers can be overcome or avoided. An experience of communication barriers at work follows giving a glimpse of how destructive it can be to the smooth running of the company, interpersonal relationships, management, employees, company and customers. It takes a look at problem solving and decision making particularly the seven steps of problem solving, types of decisions, factors that influence decision making and finally elements of effective decision making. It looks at the theories related to problem solving and decision making particularly the ‘fishbone analysis’ considered by many as one of the most effective. It finally looks at and analyses proposed solutions to the problem, their implementation plan, monitoring, review and conclusion.

2.0. Problem. 
I have been working for a reputable London Private Hire company as a driver for the last seven years. Company’s performance is deteriorating, and rate of employee turnover is excessively high and does not look like it is going to change any time soon. On paper the company has got procedures for grievances/feedback as well as a fleet department responsible for looking after drivers’ issues, problems, complaints, selection and recruitment. All work-related issues are first handled by the ‘control team’ which distributes work to drivers, liaises with customers and ensures they are effectively done. Some of the fleet team members are in many cases helping in control department which is most of the time overloaded. The work pressure in control department is relatively high as nature of work to be done is time oriented, and shortage of manpower for fleet, control and drivers is clearly hurting
 the company. I believe the root cause of many of the company’s problems particularly the high driver/employee turnover is poor communication (barrier), the lack of trusted, respected and functioning channels of communication through which drivers and other employees can channel their feedback, grievances and complaints to top management. Generally, information is only one way, top to bottom with limited chances of a proper functioning down to top communication channel (feedback).

3.0. Communication.
Communication is “the process of transmitting information and common understanding from one person to another (Keyton, 2011). It is a very essential component of organisations which involves interaction and information exchange, being the ‘heart’ of the company and without which companies cannot exist (Fellenz, 2010). Communication is mainly divided into four types namely; Verbal, Nonverbal, written and visual. For any effective communication to take place, it normally involves the sender of the message, the message to be sent which has to be encoded, the channel (transmission) through which the message has to be sent, the receiver of the message who has to decode the message, sometimes noise which is some sort of interference and finally the feedback, a very important component of the process as it confirms whether the message has been received and in the way it was intended. With the volatile advancement in technology, use of computers and internet, electronic mail, messaging, even way people work and gargets being used, communication has increasingly become a key component of any successful organisation and employee. Companies are revising their policies as well as investing heavily in communication both in terms of employees and equipment in order to cope or stay in touch with rapid advancement keeping it in mind that if they do not the price to pay is unthinkable. As much as it is essential to communicate with stakeholders outside the company, internal communication is equally vital as it links up all organs of the company, feedback and instruction or work to be executed hence its smooth running. Communication as vital as it is, in many cases is hampered by barriers which mainly fall under; Physical barriers which may take the form of distance between sender and receiver, walls, or trees. On the other hand, Semantic barriers are normally associated with our selection of words, meaning we attach to them and their usage.  Process barriers vary depending on channel being used and type of information being sent. It could be faulty telephone line, noise in the system or receiver failing to decode message due to faulty machine for example paperless fax machine. Lastly, are the psychosocial barriers largely linked with social and psychological aspects.  These may include examples like level of experience on the side of receiver, attitude, behaviour, beliefs, cultural and prejudice. Effective communication is mainly reliant on being a two-way process dependant on ability/knowledge and willingness of both sender and receiver. Practices or skills like active listening, empathy, sympathy, nonverbal cues, nodding, eye contact, body language, posture, environment, use of simple or appropriate language and paraphrasing go a long way in perfecting communication which comes along with endless benefits (Mullins, 2013)
                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                         All in all, the relationship between decision making, problem solving and communication is far more important than many think. For any decisions to be taken and effectively implemented, effective communication plays a big role hence the need for ensuring that companies put in place proper channels of communication through which management and subordinates can link up with with ease. 

4.0 . Seven steps to problem solving.
The figure below is an illustration of the seven steps you may take to find a solution to an existing problem in a company or institution.  
[image: ]

‘Decision making’ may be defined as an innovative, future related, analytical, creative, directional and mostly high-level process or concept of choosing among two or several choices. On the other hand, ‘Problem solving’ is the process of defining of a problem, assessing itspossible causes, finding, prioritising and choosing possible solutions and finally implementing them (ASQ., 2019)
When trying to rectify or bridge a gap between present unsatisfactory state back to expected standards or norm caused by the problem, it is important to note that a systematic logical and analytical process has to be followed hence the following steps/process.
A). Define the problem. First and foremost, is the attempt to define the (perceived) problem it is important to differentiate between fact and opinion, getting to understand what it is, its scope and nature. It should however be noted that if the problem is not properly perceived or defined the rest of the process of trying to find a solution will most likely be null and void. It is very important to know who is responsible for solving it and standards violated.
B). Information gathering. After defining and getting to know what the problem is, it is vital that as much information or data about the problem is collected or gathered from as many areas or people as possible. The quality and quantity of information gathered plays a major role in easing the problem solving processes that follow in an effort to find a fitting solution to the problem. If problem in question is not properly defined and information gathered is wrong or inadequate it becomes more difficult to find a solution to the problem and all processes after will be a wastage of resources.
C). Cause analysis. It is a problem solving technique used to find all  possible probable causes and causes to causes, for problems which are later reduced to a few (root causes) to be analysed at length. It mostly employs brainstorming technique which gives team members a free hand to freely express their feelings regarding possible causes to the problem and in due course fully exploits their experience and knowledge. It generally ignores symptoms and concentrates on causes giving a broader picture of why problem exists alongside broadening the scope of search for answers to the problem and a basis for further specific information gathering.
[image: ]
The above illustration of Fishbone analysis technique/diagram invented by Dr. Ishkawa clearly outlines results of an analysis with problem to solve at its mouth and skeleton of fish as possible causes or root causes. It is filled in as members brainstorm and later a few key causes are selected for further investigation.
[bookmark: _GoBack] D). Solution planning and implementation. With the aid of tools like cause and effect analysis above, once members have narrowed down possible causes to the problem to a few, they have to be further analysed and tested but one may be specifically agreed upon to be put forward as main root cause for the problem.


5.0. Types of decisions, factors affecting decision making and ingredients of good decision making.

Decision making normally falls under the following three types or categories; Routine, Adaptive and Innovative. Routine decisions are mainly carried out under circumstances where the problems or issues to be handled are generally well defined, not strange (common) and in an environment where established procedures, polices and rules can help solve the problem then routine decisions are made These may include shortage of application forms or filling in of  . On the other hand, Adaptive decisions are mostly applied when faced with a problems as well as alternative solutions that are not common and are vaguely understood. Lastly, there many occasions when administrators are faced with problems which are both unclear and unusual, which in return call for creative/innovative solutions (uwtsd, 2019). These type of decisions call for the highest degree of creativity, innovativeness and critical thinking.


B). Factors affecting decision making:

Money is one of the key factors which influence decision making particularly the process and results. Before any decision is taken on what to do with a particular problem, the cost implications are normally considered first. The effect and scope of damage done by the problem is mainly calculated on financial implications, how much the problem investigation and solving process will cost, implementation as well as benefit and cost of change. It should also be noted that some problems are investigated and rectified by external manpower which sometimes is very expensive.

The experience and knowledge of people involved in the problem solving process is also another key element. Each stage of the problem solving process needs to be handled by best available or affordable personnel in order to get the best possible results. Without sufficient experience and knowledge in dealing with particular challenges and amount of knowledge accumulated, problem solving process might turn into another resource wasting venture. Some fields for example nuclear energy, call for very highly sophisticated manpower with a lot of experience to rectify the problems. 

The type of problem to be handled also matters a lot in the problem-solving process. Take an example of routine problems like shortage of registration forms, straight forward problem requiring a straight forward solution. These can easily be handled by anybody within a given frame work that’s to say rules and regulations. However, some problems which are not common and have no clear-cut solutions may be handled differently by different people as well (carefully selected because of their seniority and experience).

The amount of time available within which a problem is supposed to be dealt with also matters a lot. Some problems require a short period of time while others may even take years to rectify. Some problem need immediate attention while others may wait. Take an example of rectifying the academic standard of a failing educational institution and diet for a school. One can be sorted out over night while another may require years to rectify.

There are many other factors which affect or influence decision making processes, and these include organisational attitude, managers’ personality, creative thinking, risks associated to mention but a few.

All in all, the factors which affect decision making are endless and vary from one company, profession and locality to another. There is no particular template for a particular problem, company or community.

Ingredients for good decision making simply describe what, who, how, and why of good decision making. Good decision making rotates around following a systematic process, fully thought through, planned, analysed and flexible just in case there is need for reversing. Secondly, is the inclusion of team members in the decision-making process particularly where you think they will produce better results. It also helps in reducing resistance to change, putting to use of their experience and knowledge as well as training in case they are needed in future. Delegating in another key ingredient of good decision making which enhances trust, confidence, helps in training of team members about handling decisions and problem solving. This normally take an example of routine decisions which involve less risks.
Brainstorming is another key element of decision making which usually opens up an ocean of alternatives which would rather have been impossible for an individual. It involves bringing team members together to use personal experience as a group to find possible alternatives to a challenge or problem. Brainstorming is mostly employed and very useful when using the fishbone analysis to find possible causes to a problem (Hellriegel, 2007). Having very clear objectives and goals right at the beginning gives you a purposeful process with less chances of drifting and missing your targets of getting the right answers to a problem.
It should be noted that there are many more ingredients of decision making which may apply in different circumstances which may include positive outcomes and being conducted systematically.



6.0. Theories related to decision making: Fishbone analysis

Cause and effect analysis:

Fishbone analysis tool also known as ‘cause and effect’ diagram which derives its name from its shape, a fish skeleton, is one of the methods of systematically analysing or trying to understand sources or root causes of problems which was started by Kaoru Ishikawa a Japanese doctor and quality control statistician. 
It is a very beneficial team tool for identifying problem root causes particularly deployed during brainstorming sessions. The fish mouth is considered to be the main problem in this case communication barrier while the rest of the skeleton represents the probable causes for the main problem. Its relevance lies in need to dig deeper into processes trying to get answers regarding their effectiveness particularly when under performing a perfect fit for my employers who are currently struggling with poor performance in the company. 
Normally, the model guidelines which can be replaced with personalised heads include, the use of 6 M’s: Management, Materials, Manpower, Machine, Methods and Measurement. Others include 4 P’s: Place, Procedure, Policies and People and 4’s: Skills, Supplies, Surroundings and Systems. The more questions team members ask per head (branch), the better chances of reaching a conclusion as to probable causes particularly those that appear more frequently in different areas. At a later, members in priority order agree on most probable causes for problem usually being guided by their frequency on the skeleton and passed on for scrutiny further down the problem solving chain (process).          










6.0.	Proposed solutions, evaluation, implementation plan, monitoring and review.
[image: H:\Desktop\Fishbone2.jpg]

As indicated earlier, with the aid of problem definition, information gathering and cause and effect analysis (fishbone analysis) particularly through brainstorming, my work place clearly experiences a communication barrier problem which appears to be wide spread and is affecting almost all company operations. The company operates using modern technology and advanced gargets like personal device assistants, web, telephone and application bookings done on-line and on smartphones. As per initial results, from the fishbone analysis above, it clearly shows there is a consistence in causes and causes of causes to do with equipment particularly needing an upgrade, being too old, slow and expensive. More to the above, it also points out the lack of skills and need for training which are all not compatible with the latest technology and knowledge required to operate them.
From the above analysis, going by frequency of equipment related issues and the ability for policies to help overcome the communication problem both were selected to be investigated further as to how they can be responsible for causing and possibly help in rectifying the communication issue the company is facing.
With the aid of identification tools namely; interviews and surveys, the two selected possible causes, equipment and policies were tested further to ascertain whether they are really responsible or are the principal causes of the communication problems. A group of employees and other stake holders (like customers and suppliers) from most affected departments were selected, interviewed and surveyed for purposes of testing the validity of selected possible causes. (Butler, 2011)
Equipped with final two choices of equipment and policy it was a question of deciding the course of action making a plan of what and how to go about  testing possible solutions to problem (Morgan, 2017). Choice was to start with equipment generating possible solution to the problem through wider consultation with teams to make them part of the solution, checking on other high performing competitors(benchmarking), deciding whether change should be gradual, testing out a few other gargets, changing supplier of equipment, as well as putting in place a human element to the solution by changing the way feedback is channelled to management.
Finally, it was agreed after weighing financial implications involved with top management, studying equipment and systems of highest performing competitor, and testing out a few gargets for a month which returned fantastic results with almost zero complaints and gaining full support of teams including drivers to over haul the system with a new supplier. The feedback and consultation was maintained creating a message box, adding top management contacts to business cards for easy access and creating an independent human resource team not connected to fleet and control department. (Maund, 2017). Two months after the initial changes working environment is very different, customers complaints greatly minimised, drivers seem to be reenergised and top management seems to be more approachable.  The pressure at work greatly reduced and employee turnover seem to have dropped considerably.

Though communication wasn’t the only problem with a few still lingering around it seems the problem solving process was spot on. 

Conclusion
Problem solving and decision making are a key component of any progressive company and individual. They are part of our social, political and economic environments as well as day-today activities. They are the key to a better future and smooth running of organisations, institutions, homes and countries. Communication plays a major role in the effective transitions or changes decision making and problem solving try to bring about. However good the changes may be or solutions to problems may be, as long as they are not sold properly to subordinates may end up being resisted or challenged hence the need to adapt better communication skills and channels of communication. 
The techniques and tools of decision making and problem solving are many and effective but there will never be a permanent template for a particular problem. Every challenge is different as much as companies and individuals are different hence the need to avoid generalisation when dealing with processes.
Involvement of team members in all processes cant be emphasised enough, they are the causes of the problems in most cases and the solution. The ability of administrators to cope with technological advancement and rapidly changing world is very vital particularly with the diversity of manpower. All in all, more training and adapting of new skills is a key factor in creativity and rational way of solving problems.
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