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1. [bookmark: _Toc49697453]INTRODUCTION 

	
	Every business sometimes has issues that need to be solved in a manner that the company does not face any lost. There is a long process to be calculated in order to arrive at the original font of the issue. However, in my workplace, which is a butchery company with 6 branches all over the city and has more than 100 employees, most of them working in the factory from where the products are delivered. Thus, there is an issue that makes the company lose customers and receive many customers complains about quality of the products. Therefore, I decide to solve the problem, make suggestions and recommendations, starting by identify where the problem start, applying tools and techniques for problem solving and decision making such as SWOT analysis, PESTLE analysis and FISHBONE diagram. However, this report has been created to demonstrate how to apply tools and techniques to solve problems, make decisions and improvements in workplace situation.
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[bookmark: _Toc49697455]SWOT analysis of the company

	· Cheap prices 
· Everyday deliveries 
· Variety of products STRENGTHS

	· Low quality 
· Stressful environment 
· Unsatisfied employees
· Lack of employeesWEAKNESSES 


	· Expansion of the company outside London
· Growth as a National CompanyOPPORTUNITIES

	· The competitors such as Silverman 
· Brexit THREATS 
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                                                       Source: Created with Microsoft Word 

According to Sabbaghi and Vaidyanathan (2004), SWOT analysis is an effective process to identify the strengths, weaknesses, opportunities, and threats of an organization helping in project planning and implementation (Sabbaghi and Vaidyanathan, 2004).
As we can see in the SWOT analysis, the company has as weaknesses, low quality and lack of employees, one of the issues being the one which the customers complained about. However, this tool helps understand which could be the problems that affects company growth by identifying the weaknesses and make them became strengths.



[bookmark: _Toc49697456]PESTLE analysis 

PESTLE analysis is another tool which could be applied into the organization to identify the factors that affects its market (Hassan, Aboki and Audu, 2019).
P – POLITICAL FACTORS
In this organization, the Political factor that could affect its market growth is Brexit. According to GOV.UK, (2020), the UK has left the EU and the period of transition is going to end on 31/12/2020 and is going to affect businesses, citizens and also traveling to and from EU (GOV.UK, 2020).
In this organization, most of the employees are immigrants with a salary under the Brexit requirements for the VISA application. Thus, this would be a threat for the company, pushing them to increase salaries to keep the employees working for the company.
E – ECONOMICAL FACTORS
According to Aston and Saghir (2017), the economic factors that could affect a business are interest rates and banking and inflation as well (Aston and Saghir, 2017).
Due to COVID – 19, the Government propose to banks, for the period of lockdown, that business which has mortgages and loans, to give them 3 months of exemption.
Therefore, according to the CEO of the company, their Bank did not accept any missing payments due the lockdown, which made the company decide to rush sales and leave in furlough more than 30 employees, to survive the crisis that has affected all the global business.
S – SOCIAL FACTORS
Religion and beliefs, social classes, age distribution and life expectancy rates are just some of the social factors that could affect a business, according to Schepers and T. van den Berg (2007) and PESTLEanalysis Contributor (2016).
The company I work for, it is a Jewish business in all aspects, where more than 90% of the customers are Jewish community. All products we are selling are Kosher, because of the religion, the company cannot sell any other products but Kosher. However, as Maund et al. (2017) says, the experiences of the employees in the workplace, affects them also. The management as well is all created by Jewish people, and they do not approve anyone to management programme if is not Jewish. Because of the religion regulation that has been created by the Jewish community, the company has to lose employees that would be great for management position but does not give them any possibility to develop into the company. 
T – TECHNOLOGICAL FACTORS
According to Del Aguila-Obra and Padilla-Meléndez (2006), the technology helps to obtain information from suppliers, offering information to customers, product, and market research, helping to management effectiveness. Moreover, the technology is such as internet connectivity, emails, applications, social media, web sites, etc. (Del Aguila-Obra and Padilla-Meléndez, 2006).
The company did not implement the technological system with modern technology, but they use emails and click & collect application for orders. However, this is not enough for 2020 enterprise, where marketing advertising is missing or is not done effectively, making the company to be affected by this factor as well.
L – LEGAL FACTORS
The law is changing all the times with new taxes or new regulations which is affecting businesses (Farooq, 2017)
One of the legal factors affecting this company is Brexit (immigration), which according to GOV.UK , the minimum income per year is £ 25,600 which is related to £ 10,25/h to be accepted for VISA after 1 January 2021 (GOV.UK, 2020).
The company is paying a maximum wage of £9/h, this meaning that they have to increase salaries to employees in order to meet the new regulations and to keep employees working for the company, 98% of them being immigrants. 
E – ENVIRONMENTAL FACTORS 
The company, which is a butchery, has decided to move its factory from London to Luton, and straight away the people from there had complained about and did not want to accept the factory in there. According to BBC News (2018), people said that there is a school on the end of the road, and they do not want to hear ‘screaming animals’ and this affected the opening of the factory which had to wait for Borough Council to accept the application (BBC News, 2018). 
Because of this, the shops had been stockless for more than a week, for that reason they could not operate until Borough Council did accept, losing customers and profit at the same time. 
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3. [bookmark: _Toc49697458]SOLUTION TO THE PROBLEM 

In order to find solutions to the problem is necessary a critical thinking which according to Cottrell (2017),  needs to identify the problem which in our case is customers complains about poor quality of products, evaluating the evidence for alternative points of view ( has been asked 75% of customers and employees of their opinion) (Cottrell, 2017).
The products quality diminished because of the lack of employees, and the employees that are working on the product quality are tired for working long shifts and are not rewarded, this leaded to a higher rate of employees unsatisfaction, having no more motivation and organisational devotion to meet product quality standards.
The solution to the problem is to lower employees’ job unsatisfaction rate, to increase motivation and devotion for product quality, which is the main problem that the customers are complaining about.
4. [bookmark: _Toc49697459]EVALUATION OF ALTERNATIVE SOLUTIONS PMI TECHNIQUE 

After a deep investigation it may be some solutions to be considered such as:
· Provide training about products quality standards
· Hiring more employees
· Increase salaries
· Cut working hours 
· Provide rewards
 The PMI technique is a decision-making tool which helps decide if the solutions for the problem are good to be implemented or not. According to Maund et al. (2017), this tool helps in a rational decision process, creating a table that shows on  a scale of 1 to 10 the weight criteria importance, helping to decide which solution is the best (Maund et al., 2017).

	PLUS 
	MINUS 
	INTERESTING

	Growth of products quality (+10) 
Growth customers satisfaction rate (+10)
Growth of motivation and devotion (+9)
Lower level of tiredness (+5)
Growth employees job satisfaction rate (+9)
	More investments (-10)
More employees (- 5)
New workplace structure (-2)
	New skilled employees (+5)
Happy environment (+10)
Shifts rotation (-2)
New strategies (-5)
New change management (+5)



          TOTAL:  +43                                                    TOTAL: -17                                 TOTAL:  +13       
The outcome of the PMI technique is that the solutions are going to be successful if implemented, being more advantages than disadvantages with a total of + 39.
5. [bookmark: _Toc49697460]BEST SOLUTION 

The best solution is to start growing the employees job satisfaction rate to lower customers unsatisfaction. There will be more hiring employees to reduce the long working hours, and the high level of tiredness, where the job is going to be done efficiently and the quality of products is going to grow. The second step is going to be an increase of the pay rate and a rewards system for the completed targets. With training provided, less working hours and increase of the pay rate, the job satisfaction rate will grow, employees being motivated and devoted will lead to a higher product quality and as a result will lower the customers unsatisfaction.

6. [bookmark: _Toc49697461]IMPLEMENTATION OF THE SOLUTION 

According to Maund et al. (2017), the implementation of the solution must involve acquiring feedback from the employees to determine if the solution resolved the problem (Maund et al., 2017).
It has been created a questionnaire and delivered to all employees asking them which of the above solutions what to be implemented and they said that all the solutions fit their requirements.
Therefore, the decision taken has been communicated with the managers and asked them to communicate with all employees about the new changes, to ask them about their opinion, if they are happy with the new change management and strategies. All employees said that are happy to procced with the new schedule and that they are willing to succeed in the organisation under the new change management.

7. [bookmark: _Toc49697462]MONITOR AND CONTROL 

After a month from the implementation of the solution taken, a survey has been made for customers asking about job quality and 80% of them had been happy and saw a difference of quality in the products. A second survey has been made to ask employees about their opinion with the new implementation, and all of them had positive answers and job satisfaction rate increases. 
Has been made enough efforts to ensure fair payment, provided training and feasible tasks, helping to the morale, motivation and organisational devotion of employees in product quality.
8. [bookmark: _Toc49697463]COMMUNICATION WITH THE STAKEHOLDERS 

As a company with a demographic approach (Maund et al., 2017), which identifies stakeholders by characteristics, with the new change management and new strategies the approach has been changed.
The solutions had been communicated and understood from employees, where the customers had been approached differently by providing flyers and online advertising about the products and the quality that has became higher. 

9. [bookmark: _Toc49697464]RECOMMENDATIONS 

As we may see, the problem was customers complain about the quality of the product. In this case to avoid these issues is better to always have an implementation plan, willing to change and to grow.
The real problem was the structure of the company that had to changed, because of the employees’ dissatisfaction, the quality of the product has diminished. Moreover, the training is always welcome and providing training to avoid issues of non-knowing which lead to real problems. Therefore, making a questionnaire or a survey for employees to ask their opinion, helps the management to mange better the supply and demand, also eliminating the competition. 
















10. [bookmark: _Toc49697465]CONCLUSION 

Employees with low job satisfaction are more likely to quit their job or like in this case lose the initiative and devotion, taking down an entire company. Using tools and techniques for problem-solving and decision-making, the real problem has been identified and solved.
From my opinion, implementing changes that are going to make happy not just employees but customers also, is the best solution that a company can do. If you want happy customers, first of all you need happy employees, because they are doing all the job that defines the business.
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