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I. [bookmark: _Toc80812714]Introduction of the organisation or workplace situation
For my report related to the Problem solving and decision making I’ve chosen to unfold some problems/scenarios from the store managing sphere. In details it is for clothing store.
In the clothing store there are several components that are immutable elements from the everyday work and the functionality of the working machine. Some of these are: the human factor, economics factors, the systems, the machines, the products that are offered by the brand, factors related to the suppliers, the creation of the clothes (they are not created in the store but people working in the store are helping the production with feedback from the customers), advertising, marketing, the customers themselves, the environment, specifics of the working place, facilities, methods for people’s management, different approaches. 
II. [bookmark: _Toc80812715]Identification of Complex Problems in selected organisation or workplace situation
In each of the units mentioned in the previous point, a problem can arise, because in a place where there are people and machines, there are always points suggesting failure due to a mistake or a simple machine life cycle.
The problems that we will be discussed in my report are two-
· The first one is related to damaged reputation of a store manager which is driven from several reasons but mainly from poor performance or in short missmanagement. 
· The second one is related to unsatisfied customer. Customer is complaining that they are not served as per their needs because there is an internal issue with the software that the store is using. The staff are not able to provide information for the available colours and sizes of the articles they are interested in. 
III. [bookmark: _Toc80812716]Problem-solving tools and techniques.
1. [bookmark: _Toc80812717]Damaged manager reputation because of poor performance/ missmanagement.
· [bookmark: _Toc80812718]Fishbone diagram- used to find the causes of the problem.
In my fishbone diagram I’m using the 4s that are implemented in the services industries- Skills, Surroundings, Systems, Suppliers.
· Gap in the manager’s skills
· Weak ability to motivate the others. 
· Undeveloped multi-task skills.
· Unsatisfactory people management.
· Not delegating the work.
· Doesn’t have enough sales experience. 
· Surroundings affecting the quality of the manager’s duties.
· Weak adaptability to the working environment.
· The weather conditions in the working place.
· Dust, pollution (affecting the manager’s allergies)
· Lack of access to green places and sun light. 
· Systems that make the work difficult or are not well used from the manager.
· Software that is used for the everyday work.
· Scheduling system (calendar) driving to bad employer schedules.
· Cash register not working properly.
· Bad walky-talky signal.
· Issue with the centralized system that is related to the music, air conditioners.
· Poor/damaged security system/manager not able to operate with the system.
· Damaged stock check device.
· Possible issues related with the suppliers that are affecting the deliveries of the stocks.
· Not enough knowledge of the supplier’s software.
· Bad communication with supplier’s management.
· Back orders.
· Delayed deliveries. 
· Damaged deliveries.
· Wrong deliveries.
· Deliveries sent to wrong address.
2. [bookmark: _Toc80812719]Unsatisfied customers because of issues with the store’s software and the hardware using it.
In short term we will be resolving the issue for the customer without using the software. I’m using a mind-mapping technique for it. For the long-term resolution SWOT analyse for the software will be created. 
· [bookmark: _Toc80812720]Mind-mapping for resolution of the customer’s issue in short term.

Provide the desired information to customer and compensate him/her for the inconvenience caused because of the issue with the software.
· Replace the machine with a manual service
· Provide the available colours- find them and bring them to customer
· Provide the available sizes- check them and advise the customer
· Call other stores if there is missing size or colour
· Provide an alternate piece of cloth if the desired one is out of stock
· Provide suitable combination
· Be gently
· Be fast
· Be careful in what exactly the customer needed
· Talk softer to the customer
· Smile more
· Try to make conversation
· Provide % discount
· Provide discount from the current shopping bag
· Provide % discount voucher for future orders
· Provide % discount for online orders
· Make a pleasant gesture
· Offer coffee or water 
· If the customer is female- buy some flowers
· If the customer has a kid- buy some small toy or gist pleasant kid accessory from the store.











· [bookmark: _Toc80812721]SWOT analyse for the software itself- for resolution of the long-term issue.
	[bookmark: _Hlk80541436]Strengths
	Weaknesses
	Opportunities
	Threats

	· Unique software
· Wide variety of functions
· Created for the company needs
· Saves money to the company
· Have whole support team
	· High selling price
· Unfixed bugs
· Not every hardware supports it
· Too large size
· Needs better aesthetic/modern design
· Slowness
	· Can be sell to other companies
· Can be upgraded to newer version
· Can be made easier for work
· Can be used for a base for creation of new software for self-check point
· Can be recreated for other companies’ needs
· Better search bar can be created
	· Operators can’t work with all its functionalities
· Other companies are developing more innovative software
· Logo’s page is not well developed
· Needs better navigation. 


IV. [bookmark: _Toc80812722]Solutions to the complex Problems
1. [bookmark: _Hlk80791902][bookmark: _Toc80812723]Solution for problem one- Damaged manager reputation because of poor performance/missmanagement.

With the help of the fishbone diagram, we saw the causes of the problem. They come from four sub-points that we have developed. Therefore, the suggestion we can make to the manager is to work on improving the working skills with more practice and carefully listening to the others. Delegating the work to the others to be increased as this is important for the relations with the employees. More time needs to be spent on the systems so the issues with them can be avoided. 
2. [bookmark: _Hlk80792489][bookmark: _Toc80812724]Solution for a problem two- Unsatisfied customers because of issues with the store’s software and the hardware using it. 
Having already given information about the short-term solution, now it is time to look at what is needed to fix the long-term problem with the non-working software in the store. For help we have the opportunities from the SWOT analysis- clearly indicating the solution to the problem, namely the software to be upgraded to a newer version that is lighter and contains a better and more efficient way to search, more modern and easier to read pages. For this, newer hardware needs to be purchased to help with easier maintenance and better support work.
V. [bookmark: _Toc80812725]Alternate Solution Generations
1. [bookmark: _Toc80812726]Alternate solutions for problem one- Damaged manager reputation because of poor performance/missmanagement.
[bookmark: _Solution_1:][bookmark: _Toc80812727]Solution 1:
[bookmark: _Hlk80805979]The manager to go to a soft skills course through which to improve his attitude towards people. In addition, several other courses can be included in the plan for a bettering which will help to improve the concentration and multi-skills, as this is important in the managerial position.
[bookmark: _Solution_2:][bookmark: _Toc80812728]Solution 2:
[bookmark: _Hlk80806678]The manager to develop a plan for improving the environment of workers and propose to his/her superiors. This will improve the impression of him/herself and will melt the ice more easily with the subordinates by showing increased care for them. In addition to this plan, another plan can be made for better work with suppliers by asking them to go perform a training in the store which will help all of the staff to understand the work with them better.
2. [bookmark: _Toc80812729]Alternate solutions for a problem two- Unsatisfied customers because of issues with the store’s software and the hardware using it. 
[bookmark: _Solution_1:_1][bookmark: _Toc80812730]Solution 1:
[bookmark: _Hlk80807159]The software to be used as a basis for the development of a new one, which will allow customers to charge themselves instead of waiting in line at the checkout. They also will be able to check the availability of the articles on it themselves. This will improve the customer’s experience.
[bookmark: _Solution_2:_1][bookmark: _Toc80812731]Solution 2:
[bookmark: _Hlk80807337]The software to be developed and placed on the market for purchase by other companies. With the sales budget, funds can be invested for even better quality of the internal software and its maintenance, support, and improvement.
VI. [bookmark: _Toc80812732]Evaluation of best alternatives
· [bookmark: _Toc80812733]PMI for alternate solution 1 for problem 1.
P- new skills will be gained, the old skills, communication with others and multi-skills will be improved.
M- time and money should be invested, the courses may not fit the manager’s schedule
I- New people will be met, new knowledge will be gained
· [bookmark: _Toc80812734]PMI for alternate solution 2 for problem 1.
P- other gaps may be caught, employees will get him/her better, everyone will feel better, the training may be useful for other spheres as well and will improve the overall work.
M- time consuming, the result will need budget for fulfilment.
I- new spheres will be reached, new skills and knowledge gained.
· [bookmark: _Toc80812735]PMI for alternate solution 1 for problem 2.
P- wait time will decrease, the queues will decrease, customer’s experience will increase.
M- time and money consuming.
I- A lot of new functions will be discovered; staff will learn new skills.

· [bookmark: _Toc80812736]PMI for alternate solution 2 for problem 2.
P- Additional income, Better quality and support, New way for advertisements
M- money and time will be invested
I- new connections with companies will be made, new working places will be opened

VII. [bookmark: _Toc80812737]Implementation
[bookmark: _Toc80812738]Alternate solution for problem 1.
After comparing the PMI analyses for the alternate solutions, it turns out that for the issue with the mismanagement it will be best the second approach to be used. It provides a chance for other gaps to be caught and will work better for the health of all employees.
The implementation will be made with the help of the upper management- they will organize the training with the suppliers, will approve the budget and organize the construction crews in time when it will be convenient for the store (in their vacation or pandemic period).

[bookmark: _Toc80812739]Alternate solution for problem 2.
After comparing the PMI analyses for the alternate solutions, it turns out that for the issue with the software it is better to use the first solution in which the software will be upgraded to have functionality for self-checks from the customers. This will be implemented with a creation of the new part of the software, new hardware will be bought from the company for the checkpoints and placed around the store.

VIII. [bookmark: _Toc80812740]Monitoring and Control
[bookmark: _Toc80812741]Alternate solution problem 1
The monitoring will be performed on several stages. 
For the construction stage there will be certified control construction bodies to monitor whether the plan is moving on time and whether it is being implemented properly.
As for the training from the suppliers - a control body will be sent by them to monitor how the trainings are going and to do control tests of the staff for confirmation of the knowledge.
[bookmark: _Toc80812742]Alternate solution problem 2
For the facility changes one control person will be needed to make checks on the software when in progress and other to check if the hardware is fitting the software needs and if it is convenient for the customers. Once the product is ready scheduled controls will be performed as well monthly to check if it fits the required needs.
IX. [bookmark: _Toc80812743]Communication to the stakeholders
The first problem resolution is related to internal and external stakeholders. For the initial resolution of the issue the manager will need to make internal meetings on which needs to explain to the employees what the plan for bettering of the management is and how they can help with it. The planned results also need to be announced so everybody can stick to them.
For the external stakeholders there will be need of an assistance from the upper management. The manager will need to ask them for a meeting so they can discuss the proposal. Once this is done and they approve it they will need to communicate to the construction companies and suppliers. They will need to announce to the customers if the store will be closed while the construction actions will be held.
Regarding the second problem- the manager should work again internally with the upper management so they can have their development team work on the resolution. Also, the upper managers should make a contract with the control bodies.

X. [bookmark: _Toc80812744]Recommendations
What I’m recommendating is for the manager to improve its communications with the employees first, work more closely with them and listen to their needs so he/she can work on better serving of their needs. Careful actions should be placed on the systems and machines used because it is important for the good work and well-being of all.
XI. [bookmark: _Toc80812745]Conclusion
Мy report addresses several problems, discusses different ways to solve them, and also what actions and control measures need to be taken. It is important when there is a problem to use different techniques to find and solve it so that it can be easier and faster.
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XIII. [bookmark: _Toc80812747]Appendix
· [bookmark: _Toc80812748]Fishbone diagram
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Figure 1: Fishbone diagram
· [bookmark: _Toc80812749]Mind-Mapping
[image: ]
Figure 2: Mind Map diagram
· [bookmark: _Toc80812750]SWOT analyze diagram.
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Figure 3: SWOT analyse diagram
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