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Executive summary

The aim of this report is to focus on solving problems and making decisions within the workplace. Alongside managing and implementing positive changes within the working environment to maximise profit levels. This can be achieved through using the correct decision making techniques and problem solving skill. This report will analysis the recognised problems in order to come up with possible solutions which can be implemented at workplace considering the pros and cons. The report will look into wide range of suggested solutions and the possible outcome or effect it may have. 

















1.0 Introduction

Throughout this report I will identify and analyse on a complex matter, which I have experienced within the working environment. This includes a run through of the impact and scope it has shown on the organisation itself, as well as its surrounding and employees. The aim of analysing the problem is to come out with the best and most suitable solution possible while considering the decision making process. 

In the report I will also showcase a range of other possible solutions which can be taken into consideration towards the problem identified. However in order to tackle the problem in the most effective way possible while having it work just as  efficiently, I will use the most relevant yet reliable decision making technique to evaluate a range of solutions to identify and disclose the most suitable options. 

Adding on, to make this decision making technique more accurate and reliable, I will also develop a plan for implementing the solution in the correct manner for it to show beneficial changes to the circumstance. I believe communicating my ideas will show others a vision in the best possible way for them to understand where I am coming from and why I am coming up with solutions to problems and why decision are made. 

This will help them either completely agreeing with me, or have their disagreements, which will eventually resulting in a much more agreeable yet accurate decision making. Therefore I will share a clear plan of what I have in mind to others whom the matter may involve or concern, such as my colleagues and management team. Lastly after analysing and keeping everyone’s concerns into considering I will review the solution implemented to ensure successful implementation of the solution is enforced. I will also include the PESTEL AND SWOT analysis of the company and conclude the outcomes of the report. “Most problem-solving skills are developed through everyday life and experience”(university of Kent, 2015). 




2.0 complex problem in the workplace including its scope and impact

Being able to identify problems at workplace is very important as well as recognising its scope and possible impact on an organisation or company. “Step one is about diagnosing the problem- the context, background and symptoms”( free management books, 2018). Below is an example of a problem which I faced and the kinds of impact it had on the company. 

Working as a manager at a coffee shop there were many problems which I faced daily. One of the complex problem which I faced while managing the coffee shop was using manually data storing and services. 

Soon after my joining of the position as a manager, the coffee shop started attracting lots of customers and got very busy with customers coming daily some of whom were regular visitors. Due to large customer demands the coffee shop was failing to maintain and store records properly all of which led to slow customer service and unable to meet customer’s demands on time. 

As a manager I found it difficult to view the orders, reception, sales, staff and potentially or growth. Due to manual method of service it meant orders were mixed up, hand writing was misunderstood, unclear about shift and hours of the staff and quite often unhappy customers because of slow service. At times staffs didn’t look very enthusiastic or energetic in working at the coffee shop. All of this impacted the sales and growth as well as customer’s attraction. “Observing your employees will give you solid information about the specific problematic process or employee interaction that is causing you an issue”(Chernyak.p, 2018). 



2.1 Analysis of the identified problem to create decision making process. 
As a manager I found it difficult and struggled to view the overall coffee shops bills, orders and booking. This is because all orders were taken manually by hand with a pen and pad. Orders were taken manually by members of staff as the coffee shop didn’t have any software or electronic system which they could use to take order. 

Bills and bookings were made manually by members of staff and often by myself as the manager. This lead to complication as sometimes staffs hand writing could not be understood properly so guesses were made. Due to misunderstanding and lack of accuracy led to unhappy customers and poor connection between the employees and the manager. 

As a manager I recognised that the coffee shop was unable to meet customers demand, as everything was done manually, for example orders were taken by pen a pad in handwriting, staff were unclear about empty tables , bills were produced by hand and sometimes with mistakes. This led to slow service and quite often with unhappy customers which led to slow growth and poor rating. 

As a person in charge I found it very difficult to view the overall weekly or monthly order, reception, sales and staff this is because everything was done manually. This meant I could not view all those aspects mentioned as a whole as it involved a lot of paperwork and hard copy. All of this meant there was difficulty in viewing the bigger picture by the employer of the coffee shop in terms of growth, potentially or losses. 
Other times orders were mixed up or went missing due to manual method of data and service at the coffee shop. This is because there was always a lot of papers all around, lacking in organisation skill and this led to papers/orders being missed placed or mixed up. 
As a manager I also recognised that the staffs were sometimes unclear about the rota or hours and did not enjoy working at the coffee shop. This is because rota and hours were written in hand writing which they didn’t always understand and also used it as an excuse to skip work. Reason behind not enjoying work is due to slow process of customer service and having an ugly outcome from a customers. For some staff English was their second language which they knew very little and lacked in writing skills. 



2.2 Propose a range of alternative solutions to the problems identified.
“During this stage you will generate a range of possible courses of action, but with little attempt to evaluate them at this stage” (SkillsYouNeed, 2018). Having an electronic application to order coffee or snacks can help the coffee shop to optimise and control over the coffee shop. This will allow easy order taking process, as the order can be easily seen by the person who prepares it, rather than going and giving the order to the kitchen etc. 

As for the management point of view, the manager will be able to see and control the coffee shop by having all the records/ report on hand and be able to see the records of each and all employees or orders. 

An ordering system application allows the coffee shop to do all kind of functioning more accurately and faster. Having an ordering system in the coffee shop will allow time saving and faster service which should lead to effective management of time and coffee shop.  

When you run a coffee shop “your staff are your biggest asset” (Coffe.L,2018). Lack of quality will be noticed despite how excellent the offering is, unless staff serve it to the highest standard. This means before doing anything you need great and outstanding staff. All of this means spending time, training and teaching the staff properly provided with plenty of in-depth and complete training. Alongside all of this showing how to operate application and making sure their aware of what is expected should lead to effective running of the coffee shop. 

While providing training and all the rest of it when it comes to running a coffee shop, I should also consider freedom of others. For example guide the staff without intimidating them or making them feel I am watching over them. When spending time with the staff I could make sure I provide them with enough space to avoid uncomfortable feelings or thoughts. 

All of this comes under providing freedom and trusting the staff with responsibilities which can be one of the toughest thing to do. Have trust in the staffs that they will take care of the customers, as only seeing myself confident will make them confident to. 
The way to manage situation with staff is to find individuals whom really genuinely “care about service and aim to please” (Coffe.L, 2018) others or take care of others. Although this is one of the hardest task, it is also one of the most important factor when it comes to customer service. 

Have a procedure/ system in place for everything to do with running the coffee shop, while I am unable to attend or simply on my day off. This means having a clear guideline or manual in place which has explanations and instructions to do everything in order to run the coffee shop effectively. This also means having a procedure in place which can be easily followed by others in my absence without too much hassle. 

Treating customers like royalty is very important. Staff can often see demanding customers as a difficulty or problem. When faced with difficult customers staff should be able to greet and meet their needs just like any other easy going customers. It is vital for all the staff and myself to remember that the customers pay for wages, not me or the employer. When the staff treat customers as royalty the full team is benefited. Making sure staff appreciate the customers is vital and never take them for granted and be extremely thankful that they have come through the door. This is because there are plenty of other coffee shop they can go to. 

Knowing the figures is extremely vital to create a clear picture and set goals and aims. Being able to see last weeks or months Business is very important. As from seeing this I can determine if the business is doing better or worse than previous week or month etc. The employees could also carry out research on which coffee shop is growing or selling the best while asking what I could improve. Find out the quietest and busiest hours of the day and reasoning behind it. Having a clear cut idea of how much I can budget for labour and whether I have a VAT cash ready will also help smooth operating system. Most importantly have a clear vision of my profit and loss so I can really look deeper into this matter. 

Having a clear understanding of my figures will show I have a greater knowledge and understanding about the coffee shop business. This will help me feel more in control of the Business. Spending money on key equipment’s such as a ordering system etc. is very important as it is a vital part of the process of a greater profit. 
2.3 Decision making techniques to evaluate a range of solutions:
An electronic application to order food will be the most appropriate type of solution to the problem I have identified in this report. An electronic food ordering application can be implemented within a reasonable timeframe which means you don’t have to wait too long for results or outcome. A food ordering system is cost effective which can be relied on at your busiest period of time with realistic outcome. 

Food ordering system will allow effective usage of the resources and smooth running of the coffee shop. With a food ordering system you can adopt how you use it and evolve and change as required. Having a food ordering system will benefit the full business and its employees by providing hassle free day-to-day. 

Food ordering system will allow you to better “manage your day-to-day” (izettle, 2018) by being able to:
· Control stock
· Staff and table management 
· Faster cash ups at the end of the day
· Quicker pay
· Low fees
· No contract base, this means you can exit anytime if it doesn’t meet your needs. 

Alongside all of this you will be able to sell better and more by providing “high level of service” (izettle, 2018) for example:
· Excellent table management 
· Spilt bill 
· Table side ordering with mobile devices
· Set customer loyalty account 

Food ordering system will also allow you to understand and acknowledge your sales and manage your business better by:
· Product management 
· Stock and inventory management 
· Sales overview and reports
· Employees management 

2.4 implementing the solution with decision making technic 

Now that a solution has been chosen it is time to implement the chosen solutions by sharing the idea with the employer and employees, while providing correct training needed. While implementing the solution we have to also consider anyone “who else needs to be involved to implement the solution” (free management books, 2018). The implementation of the solution will be applied as soon as possible to help the business regain its future, sales and evolvement. 

As a manager it is my duty to make sure that all staff are trained properly on how to use the food ordering system and what outcome to expect or what to do in the case of technical problems or breakdown. I will also notify all the staff about the new solution plan and how the plan will go in to action and when. 

2.5 Review and feedback of the solution implemented 

I will review the solution by getting feedback from the customers about how fast and smooth the service. I will carry this out by going around asking or leaving feedback question air or comment page on service and satisfaction of the coffee shop. 

Feedback from the employees is equally important as they can suggest if there is room for improvement and how effective the solution is. I will also monitor to see how smoothly or effectively the business is running or if it’s the same after the solution is implemented. I will carry out a short review every week and a full extensive review one’s a month to recognise the outcome and its effect on the coffee shop business. 




3.0 SWOT Analysis 

Strength: of a business is what the business is best at and what qualities the business holds in order to boost its sales or purpose. 

· the coffee shop is close to hospital and college which means we have regular potential customers
· Close to public transport, therefore it’s in easy access to the public and customers 
· Low operating cost
· Free Wi-Fi if anybody wants to carry out work or study it’s an opportunity for them 
· Unique décor and calm atmosphere which is great for work, study or just relaxing
· Cheap and affordable 
· Excellent high grade coffee beans

Weakness: is what the weak point of the business which the business may hold or be faced with that can affect the business sales, growth and customer attraction. 

· Competition as there’s many other coffee shop which can be easily accessed 
· Fairly new which means it’s still at its growing stage and developing. 
· New staff whom need training and insight into the business to understand and acknowledge the business better. 
· Little experience in management 
· Lack of equipment 
· Manual method of data and service

Opportunity: is the possible chance of evolving and strengthening the business in order to boost its purpose of excellent sales, growth and establishment. 

· Able to attract customers from the hospital and college 
· Able to hire people from college and provide employability to the unemployed 
· Able to expand during the summer as there is plenty of outdoor space
· Market, growing coffee drinkers 

Treats: are the factors which can have a negative effect on the business, its growth and future. 
· Competition from other coffee shops, restaurants and supermarket 
· Can affect consumers health as it contains caffeine so therefore some customers may avoid coffee altogether 
· Price of goods can increase as coffee beans are imported 
· Changing market test as there’s options available 
· Employment rate
“Here you need to have a good think about the things that could threaten the success of the coffee cafe – things that you don’t have any control over”(LaMarco.N, 2018).


4.0 PESTLE analysis 
“Success in any industry depends on accurate PESTLE analysis and is often dependent on factors beyond any ones control” (Adamkasi, 2015). For the coffee business these factors are particularly problematic as the chain of production extends across many countries and therefore there are many legal, economic and political problems to content with. 



Political 
There are many political factors which can affect the coffee industry. This includes “government attitudes and trade relationship between the coffee producing countries and the countries to which the coffee is to be exported” (Adamkasi, 2015). Other political factors which can affect the coffee business are: 
· Government type and any new policy
· Funding, lawn, grants and initiatives

Economical
One of the economic issues affecting the coffee business is spending power in certain area. Generally the more the spending power the higher would be the demand and the sales of coffee in the area. The factors which can affect the economic factors are:
· Inflation and interest rates
· Labour and energy cost
Exchange rates can be affected as raw materials are imported from other countries. Due to higher exchange rates the companies are forced to increase their prices in order to maintain their profit level. 

Sociological
One social issue which can affect the demand of coffee is health concern. Coffee contains high level of caffeine which can be a turn off for individuals as it leads to sleep disorder, irregular heartbeats and migraines in many. This will make some people to avoid caffeine altogether which can have a negative effect on the sales rate of coffee.

On the other hand caffeine is used to promote weight loss as caffeine is believed to boost metabolism. Individuals whom believe that caffeine boost metabolism will consume more caffeine, therefore the sales will increase. Other social factors which may affect the coffee business are: 
· Population
· Education
· Media
· Lifestyle
· Fashion
· Culture

Technological
Having good brewing techniques can make coffee industry more efficient. This will “allow coffee manufactures better varieties of coffee which in turn can help to boost sales by allowing coffee manufactures to offer a wider range of products”(Adamkasi, 2015). Growth in coffee machines also means that coffee production is not restricted to larger companies. It enables minor companies to brew their own coffee which in turn expands competition within the production while providing customers with variety to choose from.
However people are also making coffee in their own home as, development in technology means that coffee machines are getting cheaper. Other technological factors that affect the coffee business are: 
· Emerging technologies
· Web
· Information and communication

Legal 
In the coffee industry there are many laws which can affect the coffee production. One of the factors which affects the coffee production is import and export laws. This means manufactures whom export or import raw materials have to really look at the rules and regulation around it. The more hardwired the laws are the difficult it will be to do business in other countries. 
The coffee production is like any other industries, this means it is affected by minimum wage laws, bribery and corruption in the chosen country in which their choosing to do business with.  Some of the legal factors to consider are:   
· Regulation and standards 
· Employment laws 



Environmental 
The coffee production heavily relies on the harvest of the coffee crop which means the crops is affected to the vagaries of natural affects. These includes:
· Earthquake
· Rain 
· Drought
· Poor harvest
· Green and ethical issues
· Pollution
· Waste
· Recycling 

5.0 Conclusion 
Writing this report has helped me to gain knowledge and understanding about problem solving and decision making process. This report has also helped me to look at problem in a methodical way which can be followed when faced with complex or minor problem . The opportunity of writing this report has allowed me to really look into the problem and seek possible solutions which can help solve the problem considering, any factors which may affect the implementation of the solution. Writing the report has made me realise how seeking wide range of solution is very important in case one is better than the other, or one doesn’t work than we have another solution which can be implemented. Looking into problem solving and decision making has helped me to better understand reviews and feedback and how to take advantage of it. Lastly I have been able to use SWOT and PESTLE analysis to really look deep into the business and it’s possible positive or negative effects. The module of Problem solving and decision making has really allowed me to better understand problems and make decisions with confidence. 
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