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[bookmark: _Hlk101985231]Every day we face hundreds of problems and make hundreds of decisions which affect our life. These are decisions which we make with little to no effort. How can complex problems be solved in a proper way? 

If we want to solve a problem, we must look at it from all directions and perspectives. If we fail to do this, we are almost guaranteeing ourselves more problems in the future.

Break each problem down into smaller problems. Try to identify the root of the problem and see if it can be solved. The result is, once finding the cause of a problem, it will be easier to solve. 
Problem solving and decision making should be based on logic and reason.   

There is no way to avoid experiencing problems in life. we will have to make difficult decisions which will affect more than just us, but the team surrounding us too 

The key difference between problem solving and decision making is that solving problems is a process, whereas making decisions is an action based on insights derived during the problem-solving process.



Problem solving is an analytical process used to identify the possible solutions to the situation at hand. Making decisions is a part of problem solving. Problem solving is a complex process, and judgement calls – or decisions – will have to be made on the way. We can face many problems such as:
-Work with different type of people
-Gain the recognition of superiors
-Communication problems
-Harassment issues
-Attitude problems
-Personal problems between management and employee

There are 6 steps to identify a problem and solve it in an effective way:
1.Identify our problem
2.Specify the cause, the reasons of the problem the effects and impacts it has over us the team or the company.
3.Identify all the possible solutions and alternatives.
4.Brainstorm, evaluate and select the most appropriate solutions.
5.Make a plan of the action and start following the plan.
6.Supervise and control making sure every step has been followed.

There are also many others problem solving techniques, such as Cause-Effect Diagram,
Fishbone or Ishikawa Diagram, SWOT Analysis, and PESTLE Analysis.



-Cause-Effect Diagram: Cause and effect will be the reason why something happens. In this case Cause is reason of the problem, and Effect is the result of a problem happening.
Cause and Effect is analysing and identifying all the possible causes of a particular problem before starting to break the problem into smaller parts and finding it is roots, combining brainstorming and mind map tools.

-Fishbone Ishikawa Diagram: This method or diagram was implemented for the first time by the Japanese engineer Kaoru Ishikawa during 1960s. The diagram has the form of a fish.
This type of diagram provides a better and deeper way of understanding a problem and specially its roots.
There are 4 steps required to use this tool effectively.
1.Idetifying the problem.
2.Major factors involved.
3.Identifying possible causes.
4.Analazying the diagram.
The first step we face is writing down the main problem, identifying who is involved, what is the problem, when and where it occurs.
For this we use 6 major points to cover and dived our fish-skeleton like diagram:
-Methods                             -Environment
-Machines
-People
-Materials
-Measurement
With these 6 points we can identify the parts that may be a part of the problem. For each factor considered in this step, brainstorm comes into play with possible causes of the problem that can be related with the main factor.
Drawing this possibly causes as small bones coming off the diagram, if the cause is large or complex, we divide it into subcases.
After these steps have been done, we will have our diagram finished showing all the possible causes of any problem we can think of.
Depending on the complexity of the problem and all the branches, is it easier to investigate the causes that could be most problematic.
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This is an example of how a finished Fishbone diagram looks like. Just as an orientate image.

-SWOT ANALYSIS: SWOT stands for Strength, Weaknesses, Opportunities and Threats. Strength and weaknesses are internal to us and our company, things we can have some control over.
Opportunities and threats are external factors, things that come from outside of us or the company, we take advantage of the opportunities that we may have and protect ourselves of threats we may face, but we cannot change any of this.
-PESTLE ANALYSIS: PESTLE analysis stands for the following factors involved; Political, any factor of political relevance that may affect, such as tax policies and governments.
Economical, including factors such as inflation, general growth or decline of economy, etc…
Social, includes trends in demographic, also cultural trends.
Technological, including changes in technology and new upcoming advancements in the industry.
Legal factors cover everything related with law such as employment health and safety.
Environmental include natural disasters such as floods.

With all these mentioned techniques we can analyse and breakdown a problem into sections we can later focus on.

Decision making is a choice made by using our judgement, it is usually a decision between two or more options. The art of making decisions is a particularly important skill for leaders and managers. We may need to make numerous decisions as part of the problem-solving process. Any leaders or managers will need to use their decision-making skills to determine which solution would be more effective in every scenario, also needing to confirm next steps to fix the problem.
It is mainly focused on future events. It must be creative and directional.
To solve problems effectively in our workplace we need to keep the following points in mind:
-No problem should be allowed to extent an unnecessary amount of time.
-Being fair in problem solving, not to criticize only one individual in the team.
-Implementing different types of solving problems strategies, as the fishbone analysis.
There are 3 types of decision-making process:
1.Routine Decision: These decisions are made when problems are defined correctly and have established rules that can solve them.
2.Adaptive Decision: These decisions are made when we face a problem, and their alternatives are unusual.
3.Innovative Decision: These decisions are made when the problem is unusual and unclear, and we must come up with a creative solution.
There are many different factors affecting decision making, such as: experience and knowledge, stress, personal conflict, the risk associated with the decision…
To make a good decision we have to some guidelines. Involving the team into the process of the decision to make, delegate some decisions if it is overwhelming for one person to make, brainstorm, this will give us a lot of different alternatives, be creative with the situation as the points mentioned before, being objective and not get emotionally invested to a particular decision.


Effective and correct decisions are conducted and proceed in a systematic way and logical thinking. The consequences that will occur with the decision taken are determinate, with a positive balance rather than a negative one.

A good decision-making process must present the following steps:
-Define a problem
-Gather information
-Create alternatives
-Choose between the most reasonable one
-Implement the decision
-Monitor the progress

To improve this and create an environment with a healthy decision-making system we first have to educate our employees how to make an effective decision, seek support from HR or top management for decision making, usually having to deal with high level decision that require experience, and delegating some decision making to subordinates will make them more experienced, comfortable also gaining their trust, loyalty to the company and self-esteem.

Now, in this case based on a real scenario story that occurred couple of weeks ago in my working place, I work in a luxury hotel, my management had to deal with an issue related with an unhappy employee colleague of mine, and the decision making also with their problem solving of the issue inspired my dialogue and story for this essay.
Here I present the case itself:

Employer and employee underpaid dialogue

Krasi -Good morning, Judy! How are you today? I have been told by your managers that you would like to speak with me about some issues you want to solve. I will be glad to hear you and to help you with everything I can.

Judy -Good morning, Mr Kisyov! Thank you for taking the time to meet with me today. I am doing well this week’s sir, but yes, there is something that I would like to share with you.

Krasi -I am happy to hear that! Please, how could I help you? 

Judy -I am absolutely amazed by working with this company, keep working towards our future goals and place our hotel into the top 50 best hotels in London as this is one of our primary targets, these past months have been key to this goal.
I know we have all worked hard for it, not to under appreciate my colleagues but based on our reviews and overall work the concierge department has been doing and specially me as the only concierge of the hotel for more than 6 months, I would like to discuss with you, my salary.

Krasi -I understand, let’s see. We appreciate all the work all the teams and departments have done so far; front office and concierge have been excellent and carrying hotel throughout this hard situation. This years with the pandemic have been difficult about the lack of stuff, the fact that people couldn’t travel affected seriously the hospitality industry, drastically decreasing our income as we depend totally on our clients and guests, we have been struggling to hire more people not just because of economical reason of a decrease in our budged and income, also the political factor with all of the restrictions in every country but from.
We can’t deny that Brexit is not helpful to found more people interested into the hospitality sector.

Judy -I still consider I have offered a lot to this, company this half a year I have managed to increase the satisfaction score of our guests by more than a 50% making our overall score in the hotel industry drop from 241 to 142 in TripAdvisor being that one of the main goals of the company, as well as researching the other hotels and brands and salaries they offer, a 5-10% on top of my annual salary is appropriate. Does that sound fair?

Krasi -Thank you for that overview, Judy. While I agree on your accomplishments and all of what you have done for the company, a raise of that magnitude would not be possible at this time due to the huge impact these 2 years of pandemic had over our company and the overall industry.
Next weeks have two new starters that will join you in your daily tasks, so you don’t feel overwhelmed by work. How does that sound?


Judy - That sounds great! I am happy to hear that but from my research, I have seen that a raised between 5-10% is a reasonable increase with my contribution to the company, with the overall salary of a concierge in the brand, and the fact that I live outside London and travel more than one hour to come here every day, Not mentioning the fact that with the social distancing because of the pandemic and many of our guests carrying less physical money, one our biggest pluses and incomes to compensate that, which are tips, are disappearing, affecting even more my wage and benefits. With an increase of my salary, I could move closer to and save time and money on my travel.

Krasi -That is and interesting case, I was unaware of that fact, I do agree with you on your accomplishments on the company, but if we raise your salary even with your issue, the rest of your colleagues could argue a similar problem. Every other industry working in the branch of hospitality and having the benefit of a tip has been affected by this social issue.




Judy -I understand, but I am still convinced that I offer and put too much effort into this company for the amount I receive. My years of experience in this sector are just one more reason for a salary rise.
Krasi - I do agree with you Judy, you are a phenomenal employee, you have been years in the hotel industry, and I think you are ready to give a step forward, as you know our company is experimenting  some changes inside our management structure, and we and the rest of the directive, decided to give it a more pyramidal hierarchy, which is going to create some new positions, such as team leaders for the departments,  as mentioned previously you will have two new colleagues at the concierge desk, and I believe your skills and experience are enough to offer you the role of Head Concierge, which we do not have into the hotel yet, and every big brand and luxury hotel has one, this will make your pay rise possible, but will also include new responsibilities into your department, specially for you as you will be in charge of the concierge team as well as the porters and doorman of the hotel, that means that you are the one doing their schedule, holiday request, manage any issue they may have and supervise all of their tasks and progress.
How does that sound to you?


Judy -Simply fantastic! This is great opportunity I cannot lose; I know is going to be a challenge to be in charge of so many people as the Head Concierge of the hotel as long as the whole responsibilities it takes, but with this opportunity I cannot just be satisfied with the salary increase I was asking for, but also brings a great new opportunity and challenge for my future!

Krasi -I am really happy to hear that Judy, and I am glad to promote you extra officially, as we have to celebrate properly with the rest of the team, to your new role as a Head Concierge of our hotel, I am glad that your happy with the salary increase it takes and you were asking for, and also glad that our hotel will have finally a Head leader for the concierge department. Is there anything else you would like to discuss Judy?

Judy -No Mr Kisyov, I am extremely happy with this new position and opportunity as long as the salary and I am really looking forward to starting at my new role with the rest of the team, thank you very much for your time and your help, you are probably the coolest GM I have met!

Krasi -It makes me really happy to hear that from our employees, that is why we and I are here, make this place the best for our employees, thank you for your time too, and I am really excited to see you as our Head Concierge! Have a lovely day, Judy!

Judy -Thank you again Mr Kisyov for your time and understanding, it is always a pleasure! Have a lovely day!




My colleague and long-time only concierge of the hotel Joseph, was into a situation that he felt negative for his future, as he was not able to progress into a higher positions, due to the lack of regular staff, as well as he was not happy with the payment, which is the main issue of this problem, the amount of time and help he was giving to the company, with years of experience in other luxury hotels, where unappreciated, we  all face this sometimes but if the money is right we can look elsewhere, Joseph not only dealt with his concierge task that include taking care of guests booking and reservations for restaurants also taxis, tours, giving directions… Basically organising our guests life, but also trained new people coming into the hotel, such as myself.
He got into a point that knew his work for the company was way too much for the amount given and asked for a meeting with our GM and GM of operations, Gareth, and Roberto.
They had the conversation attached previously, where first they explained the situation every industry and company faced during the pandemic, a reasonable argument, also mentioning that since Brexit the hospitality sector has been affected drastically because of foreign people cannot travel to work in the UK as before.




Those points, rather true, did not discourage Joseph in his decision and believe he deserved a raise, and that those arguments were poor for him, pointing at the fact that because of the good reviews he has in websites such as TripAdvisor, we receive more usual guests as well as some new people, not to also mention the fact that because of that the hotel has a nice position as one of the best hotels in London, which is our main target as a company and the main goal of our GM´s to achieve, increase the ranking of the hotel and creating a better and well-known name for the brand.
The management agreed with it but tried to dissuade Joe with the argument that we will have 2 more concierges with notable experience, and he will not have to overwork himself anymore, forgetting about the past months of hard work.
The employee Joseph mentioned that he travels from far away every day to work at the hotel, Canterbury exactly, and that he had offers from other hotels with and amount that would compensate this travel factor.
At this point our GM´s got into a problematic situation, I say this because they used as an argument that many of us travel a lot and that we could all use this as an excuse for a salary increase, but at the same time they offered Joseph some soft benefits as a part of the problem solving, such as payment for his uber if need, and accommodation into the hotel if he misses his last train to home, those soft benefits are actually quite good and a reasonable decision for a problem that many hospitality industries offer, but my they do not solve the full problem, as for example you do not have the way to know when are you going to need the accommodation or any other personal inconvenient you may have and need to go home, Joseph was smart at this point and did not accepted those shiny benefits, arguing the same way they argued, that many of us could ask for this benefits and that could cost more to the hotel.
The GM´s realized that could be a potential true and did not want to accept the risk, our company was going through some changes in the hierarchy and our management structure, from a rather flat one where almost all of us had to come up with our own ideas and decisions of the problems we faced every day to a more organized with clear ranks.
They offered Joseph a new role, Head Concierge of the hotel, a well-respected position every concierge aims to become if it is interested in continuing at the hospitality industry, with and obvious increase in the salary, but of course know he will had to deal with more work itself, related to our own employees, as a new Head Concierge he is in charge of half of the reception team, including deciding our salary himself, interviews for new people, training, holidays request and many more. Even that this was also some extra work, Joseph was satisfied with the decision and his new role, not he just made a salary increase possible, but he also saw a chance grow inside the company and personal level wise.
In this case we can see all the stages that we covered before, from an unhappy employee, and the management decision making and problem-solving abilities to create new alternatives that at the end can satisfy both, the company, and the employee.
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