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Introduction
Problem solving and decision making are very vital adroitness in common life and business today. They are very vital in the daily management and leadership of any business organization
Decision-making- is the process in which the best solution to a problem is selected from the many existing options according to the existing situation. It is part of the steps of problem solving process (Payne and Marty, 2016)
A problem- is any difficulty in a situation; difference between the actual existing condition and the condition you desire 
Problem solving- is the process of finding solution to an existing difficulty to reduce the distinction between the existing condition and the condition being desired (Chip and Dan,2010 For the success of any business or organization it must ensure that they closely link decision making with problem solving for the best results in making decisions. Both require a lot of creativity to identify the existing options. These skills are very important at all organizational levels and even personal levels. For a good decision, you require a good mixture of creativity, skills, options identification, clear judgment and options development through brainstorming technique. 
Both of these aspects are very important for the leadership of any business entity or organization. It enables a very good leader to make concrete, timely and sound decisions which are easily accepted and can be executed on the right time (Payne and Marty, 2016). 
This report outlines a restaurant am working on, which has been facing a big conflict between the employees and the management of some issues such as the salaries. The report shall analyze the problem: causes and come up with the best solutions to end the conflict and restore normal operations in the restaurant





Organization under consideration: Stepping Stone Café
It was founded in the year 2010 by Vanesa; a Latin living in Mexico with the help of her two friends; Tom and Hannah. It started as small café but has grown a lot thereafter to attract a lot of customers across the UK. It provides all services from general food joint, refreshments, Kids Park, wedding services, conference halls and accommodation for both tourists and the locals. 
Stepping stones café houses a total of 25 employees working in different departments, two directors (Tom and Hannah), Vanesa being the manager.

The Problem
The main problem that Stepping Stone restaurant has been facing is that there has been a series of conflicts between the management and the employees. This big problem arouse recently due to the delayed salaries, poor accommodation of the employees and many other problems in the business firm. The salaries delayed since the employees wanted an increment while the management felt that it was not worth it because of automation of many services. This problem started last year but it was resolved but recently, it has caused a very big discomfort in the business, most of the time, the employees resolved not to perform any assigned duties, this has caused a lot of losses in terms of cash and also customers. This problem has caused a big strain in the business and needs a lot of analysis to find the main causes and the best solution to the problem to avoid future occurrence of it again
The scope of the problem
 This conflict being has group conflict has been a very big problem and has caused to the restaurant being less productive. It has rendered the business very less productive and a lot of losses experienced, many customers have been lost due to poor or lack of services. The employees feel that they should be treated better by salary increment while the management finds the work being done by the employees to be less for the salary increment. Persistence of this problem might cause more loss and even closure of the firm. Loyal customers to the restaurant might be lost due to the problem. It has affected all the departments from security, reception, Kitchen staff, waiters and all other departments associated with employees including supervisors of various departments. The company is at the verge of losing a very important financial partner which has been partners for more than 5 years due to losses incurred.
Impacts of the problem
The conflict between the management and the employees has caused a lot of impacts in the stepping stones restaurant. Conflicts are very important for the growth of the organization but have very great negative effects in the organization if not resolved on time (Payne and Marty, 2016). The conflict has caused the following effects:
· Decrease in the productivity- the quality services initially offered has declined gradually since the employees have deviated from the goals of the organization, they no longer focus on the project but focused more on rumors and gossips, this has lowered the profits by a great margin due to customer loss.
· Frustration concerns- the conflict has caused frustration among the employers since they feel that their opinions are not recognized. Moreover they have failed to see any effort by the management to solve the problem in hand.
· Violence and escalation of conflicts- conflicts in the restaurant has caused violence within the firm between the employers and the management due to lack of solution resulting from escalation of the conflict caused by delayed solution to the conflict. Some employees resolved to seek legal assistance because of the violence.
· Loyal customers who enjoy the services of the hotel have been lost by the Stepping stones restaurant due to poor or lack of services resulting from the conflict.









SWOT Analysis of Stepping Stones Restaurant 
According to Lawrence (2010) The SWOT analysis, the SWOT analysis of the restaurant is as describes below
Strengths
· Great Customer satisfaction which has been achieved  through good customer relationship management among the customers and good branding to attract new potential customers
· Automated activities has increased the quality of the services through saving of time and reduction of errors thus increasing its competitive advantage
·  Great tasty food- we provide great nutritious food; including indigenous attracting so many customers 
· Product innovation- we have been able to come up with several brands of new food and drinks which have excited our customers
· Strategic location- we are strategically located at the central business  center of town near a big university 
· Great décor- Stepping stone is specially decorated to make your eating experience a great fun
· Lower- priced menu- our menu is specially priced to cater all classes of customers from VIP to students
· Strong Brand- Stepping Stone has invested a lot to build a very strong brand portfolio enabling it to expand easily
Weaknesses
· Laxity of staff which strains the aim to offer quality services to our customers
· Lack of employee training- most of the employees are not trained  for the jobs
· Lack of Consistent menu supplies which has led to unavailability of some items
· Poor relationship between the employees and the management  in so many aspects 
· Regular Financial  constraints leading to delayed salaries, supplies and other services
· It is located at a relatively small space

Opportunities
· Enabling our customers to buy and take away their food due to the big number
· Expanding the space to make it more comfortable for customers
· Offering home delivery and online services to the customers
· Find ways to increase more people/ traffic during slow times such as afternoon
· Offering after sale services to customers such as free chefs for wedding holders, free juice after a meal and many more
The threats 
· New technologies by competitors is a very big threat to our market since it may cause disruption
· Change in customer behavior from favorite food, some preferring to eat at home than coming to the restaurant
· Emergence of new entrances to the restaurant business is posing a great competition in the market
· Some prices of some food may rise which may result to losing some customers


Analysis of the problem
A. Force Field Analysis
Over the past days, the Stepping Stones restaurant has struggled a lot to find a concrete decision to solve the problem. The management has hashed through the advantages and disadvantages and a lot of agony in a bid to make the right decision. 
Force field analysis technique will help the restaurant make quality decision and increase the success chances. Lewin's Force Field Analysis Model was created by a social psychologist called Kurt Lewin around 1940 and it is used today in business to make and communicate decisions. It makes use of the equilibrium existing between factors that support change and the forces that resist transformation (Tutor2u, 2016). Positive forces for change must be strengthened or the negative forces of change debilitated for any change to occur. It is very important for making decisions through analysis of forces for and forces against change. It is also used to communicate your decision and how you came to the conclusion (Lawrence G Fine, 2010) According to Stepping Stone restaurant the main problem is the conflict between the management and the employees. In this context the management wants to resolve the conflict and bring back everything into normality for the business to be back on track. The positive forces for the change in this case are; providing a bridge between the employees and the management, increment of the salaries paid to employees, timely payment of salaries to the workers, providing better accommodation to the workers or provision of house allowance, establishment of good relation between the management and the workers, listening to the employees, need to bring the firm to normality, provision of enough training for competency purpose, looking for external assistance such as mediators etc. The negative forces to change are; reduced profits, lack of finances for mediator, lack of more capital due to increasing needs, lack of support from the management, reduced team morale and employee training costs
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Fig 01; Field force analysis of Stepping Stones restaurant
Need for increment in capital


	
As per force field analysis above, factors driving for the change has higher scores (18) than the factors resisting the change (14). This means that, the analysis supports change in favor of the employees of Stepping Stone restaurant, thus for the conflict to be resolved, the management should yield to the demands of the employees not forgetting the impacts coming with it. The management should increase their salary, pay salaries on time and listen to the employees.

B. Analysis by use of Fishbone diagram
[bookmark: _Toc6863137]It also known as Ishikawa diagram or cause and effect representation diagram (VelactionVideos, 2009). This is a conceptualization tool used to categorize the possible problem causes in order to know the main causes. It is designed specifically to find the main/ root cause of a problem in business or an organization. It was invented by Japanese, Dr. Kaoru- a quality control expert in a bid to assist employers and employees to avoid solutions which do not address the main problem and its symptoms. 
According to The Ishikawa Diagram: Identify problems and take action by 50minutes.com, this diagram a is very important tool which helps in brainstorming sessions so as to be able to focus on conversation. The group first brainstorms all potential causes to the problem, after that, the group will rate the possible causes according to their importance level and a hierarchy diagram. This diagram looks like a fish’ skeleton, it is usually worked on from right to the left, each bone branches out to form smaller bones having more details (VelactionVideos , 2009)
The problem in Stepping Stone shall be classified according to the conflicting parties so as to find the root cause of the problem to help the management come up with the best decision.
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Source author: Velaction Videos (2009)
According to the diagram above, the main/root causes of the conflict in Stepping stone restaurant are coming out very clearly. According to the employees, they are demanding an increase in their monthly salaries but the management has been holding their decision because they feel like their profits will decrease due to increased expenses if they agree to the demand. The employees also needs the management to provide them with a better accommodation since they feel like the accommodation they are getting is poor, they need an increase in allowance or to be given a better accommodation, this has been a very big challenge to the management since it means that they have to allocate more capital to the business to cater for the need. The escalation of the conflict has greatly reduced the morale of the employees and the relationship between the two parties deteriorating by a very big margin. This thus calls for a mediator from the outside of the organization to negotiate and help settle the argument consequently; the mediator must be paid for his or her services to the restaurant 
Alternative solutions for the problem
According to the analysis above, to solve the problem, the management should heed to the demands made by the employees to solve the problem once and for all. The changes proposed by the employees should be executed so as to bring the operations of Stepping Stone restaurant to normal.
Employee Salary increment 
The management should agree the percentage of salary increment with the employees to avoid too much burden on the income of the business which may slow down the growth of the restaurant so as to solve the conflict. 
Advantages
· Increasing the salaries will improve existing employee retention and also future recruitment of new employees by drawing up new talents into the business through the good pay. This is because most of the new talents like good pay (Andre Lavoie, 2015)
· Moreover, increasing the salary will improve the satisfaction of employees. By taking their happiness and well-being, the employees will be very happy. This improves their satisfaction because doing so helps them manage their stress thus improving their performance at the workplace (Andre Lavoie, 2015).
· It is noted that the most stressful thing among the employees in an organization is money; Stepping Stone restaurant employees are not exceptional. Increasing their pay will help them meet their ends more easily and will make them to feel very secure in consideration to their future
· Apart from that, salary increment will improve the brand of the company. The fear of losing customers is usually associated with raising the salary which results to increase in the prices of food and other services; this will raise the class of the restaurant because it will do wonders to the PR of the firm. This will attract so many customers in a proactive way because you have done the right thing. 
Also, increasing the salaries of the employees means that receptionists and customer service representatives are well paid therefore more productive, these employees usually reflect the face of the restaurant brand since they interact with the customers and clients more. Being satisfied, they will serve the customers to their best and make them happy. Serving customers best will leave them happy and they will surely come back for a repeat customer is the one that is happy (Andre Lavoie, 2015).
Disadvantages
· The restaurant may not afford the added expense. This may force the company to look for finances elsewhere such as a loan. It may arouse other problems to the company such as debts or interference with your plan
· Increasing employee salary may lower their productivity. The employees may tend to focus on how much money they will make instead of focusing on delivering quality work (Andre Lavoie, 2015). It may lead to rivalry between the employees in terms of who is earning more which will affect the overall productivity of the restaurant.
· [bookmark: _Toc6863138]Moreover, salary increment will decrease the work force of stepping stone restaurant. Allocating too much resource to the existing team will limit the restaurant from hiring new talents because of lack resources for the business to recruit new talents into the team.
· [bookmark: _Toc6863139]As a result of salary increment, the restaurant must be forced to raise the prices of food and other services to meet the need to bring more cash to the business. The restaurant will lose some customers because rising of costs of goods and services will upset  the customers and few may bear with the situation.

A. Provision of better accommodation
One of the major demands by the employees of stepping stone restaurant was the need for a better accommodation. To solve the conflict, the management under Vanesa will have to look for a way to give a good accommodation to the employees to restore normalcy in the work place. According to the problem, the management has an option of providing accommodation or giving a house allowance to the employees. The management and the employees will have to agree on the best terms which will not strain any department of the business financially
Advantages
· Provision of accommodation to the employees will improve their productivity to the business. Good accommodation will help them handle stress more easily and will make them feel more secure and happy
· This moreover will strengthen the brand of the restaurant. Good accommodation for employees will improve the image of the firm both internally and externally thus making the brand of the restaurant very strong
· Accommodation also increase employee attendance to work, this is because the employees will always  be around the restaurant
· Provision of accommodation to workers will also save the restaurant from other costs such as compensation costs and insurance costs
· Apart from that the overall morale of the stepping stone restaurant will be increased by a great percentage thus the overall productivity will rise gradually
· An increased productivity in the restaurant will definitely means that the profits will increase by a big percentage
Disadvantages
· Providing accommodation to employees will definitely increase the cost of operation of the restaurant due to the need for more housing
· Accommodation may lower the morale of some employees especially when the housing does not meet their requirements; when they are not comfortable
· The restaurant being located on a small piece of land may not find enough space to provide good housing for all the employees in the firm
· Providing accommodation is a very long process and may take a very long time for the restaurant to get back to normal operations
· It may cause the feeling of uncertainty among the employees because of fear of what the future might bring






B. Mediation 
As noted earlier, the relationship between the employees and the management has been destroyed because of the conflicts and violence which arouse. For successful problem solving, the management will have to look for a mediator to help them have successful talks and agreements with the employees for the process to be successful. Being a business firm, a mediator will be the most effective way of resolving the conflict in the restaurant. 
Advantages
As per Cary Cash mediation (2017), the following are the advantages of using mediation for conflict resolution:
· Mediation is less expensive as compared to other methods of conflict resolution
· Being informal means , the parties are able to speak freely without any rules or restrictions
· The use of a mediator will ease the hostility which had grown between the employees and the management of stepping stones restaurant
· Through mediation, the information and agreements between the two parties will remain confidential 
· Mediation will enable the two parties to settle their problem at their own convenient time and pace
Disadvantages
· It is sometimes difficult to ensure that there is fairness in both sides of the conflict. A party may not get satisfied by the agreement
· Mediation requires a lot of rules because there are no set rules for the process
· Mediation may not end up getting the whole information in the problem; it is not accurate
·  A mediator must be paid, some are very expensive




Implementation plan
First, the management should identify the main problems which caused the conflict between the two parties, by the use of the tools discussed earlier; the main causes can be easily identified
Secondly, the management should identify the best solutions for the main problem using the tools discussed earlier; the solutions should be very specific to the identified problem above.
After finding the solutions to the conflict, action must be taken to restore normal operations in Stepping Stones restaurant. According to this scenario, the action includes; looking for a mediator to guide in reconciling the two parties, all agreements should be reached upon and written down for future references, the management should pave way for a reasonable increment on the salary and find a lasting solution to the accommodation problem. Furthermore, the management should find a good channel for raising such issues to avoid future occurrence of the same problems. After implementing, records of the agreements and the changes made should be kept very well for future reference
Finally, it is very necessary to obtain feedback from all the stakeholders involved so as to know if the changes are effective (Matt Abrahams, 2012) It will help the management of Stepping Stone restaurant to compare the current performance and the desired one. Positive feedback is very important for motivation of the management and the employees which leads to improved performance.
The following factors should be considered in this step:
· Finances- salary increment and implementation of proper housing needs finances. The management will have to find a way to acquire the finances to cater for these changes
· Mediation personnel- due to the hostility between the employees and the management , a mediator should be involved to help settle the conflict
· Time- for the normal operations to be restored, the process should take the least time possible.



Communicating the plan to the stakeholders
The management of Stepping Stone restaurant is tasked to communicate to the stakeholders about every single progress of the business. Stakeholders include internal teams like the finance, legal etc., and the external teams such as the customers brand partners and any other. Each stakeholder is very important to the Stepping stone restaurant. The management should asses all the agreed changes and communicates with the stakeholders about them.
Stakeholders should feel recognized; the management should recognize the importance of each and every stakeholder. The management should show them that they are well recognized in terms of their work and domain (Matt Abrahams, 2012)
When it’s the right time, you may leverage your teammates. This is done by taking your lead team to important meetings to discuss all the important changes and their consequences.
The stakeholders should be informed of every step, every progress and any change that occur in the organization. They should be given a chance to air their opinions before any step is taken by the Stepping Stone restaurant. This ensures a constant flow of actions and to avoid future problems.
Stakeholders are very important, the Stepping Stones restaurant should involve them in every activity that goes on in the entity so that they can come in and support if possible. Having a very good relationship with the stakeholders improves the performance of the business








Monitoring and feedback
[bookmark: _Toc6863140]Monitoring and feedback are very important aspects for the performance and growth of business. It is very vital to adapt the best monitoring and feedback techniques for the firm. Feedbacks usually originate from many people from the customers, stakeholders, supervisors or even managers. It therefore should be very effective for improvement of performance of the business. For the Stepping stone to get effective feedback, it should consider the following according to Matt Abrahams (2012).

· Specify-the goals should be very specific for the feedback to work best
· Timeliness- the feedback should be given to the employees at the correct time so that they know how they are doing in the right time and correct any problem found out. Timely feedback is more rewarding
· Manner-effective feedback should be provided in a way that it will improve the performance. The feedback should be given I a positive manner. The feedback should be based on pure facts and complete
When monitoring, you should set your key performance indicators well; these are measures that will help Stepping Stone restaurant whether it is achieving its strategic goals. This is done by tracking the expenses, revenue and the number of customers. Setting targets will help you to know whether you are on the right track in achieving your set strategic goals or not.








Conclusion
Conflicts in business have been a very big setback to today’s businesses. It is one of the major causes of failure in business today. With the right problem solving and decision making means such problem and any other problems which faces any business is easily solved. Good problem solving and decision making techniques are very important to every business, it improves the overall performance of the firm (Proctor, 2009) Small problems may not be visible to some people but to some people, it is a very big problem. Small problems sometimes grow to very big problems, it is very important to solve every problem I hand appropriately.
As stated by Adair (2013), Problem solving and decision making skills are very vital skills in which every business owner, managers or leaders should possess for the success of every organization. Every organizational leader should learn how to apply strategic decision making methodologies and problem solving strategies to improve negotiation in daily activities and to be able to solve any problem which arises in business.
The management of the Stepping stones restaurant should use this skill to solve the conflict and avoid future occurrence. It should establish a good relation with between the employees and the management and provide the right channels for raising any arising problem. Moreover, it should provide the employees with the training on problem and decision making skills to help the restaurant in the future

.
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