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Executive Summary
The reports gives a clear and concise idea about the problem solving and decision making process that have taken place in the Landmark Hotel of UK. The problem solving aspect have been carried out on the rising conflict between the employees and them management group of the concerned hotel due to a prolonged work time instillation for the employees. A SWOT and fish bone analysis has been carried out to give full and comprehensive ideas about the causes of the complex form of problem. Along with it threats that the concerned situation could carry out for the five star hotel in this report.
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[bookmark: _Toc16086172]1. Introduction 
Problem solving forms an essential feature within the functioning of any organisation as it forms the framework on which the management and leadership aspects within an organisation is based upon. Decision-making, on the other hand, forms an integral part of the problem-solving process. The report essentially highlights the problem solving and decision-making process within an organisational context. A complex staff and management issues that have taken place within the Landmark Hotel of London have been evaluated here in a comprehensive manner. A range of alternative solutions has been carried out here for the concerned problem of the hotel. A SWOT analysis has been is formulated to know about the real internal atmosphere and conditions of Landmark London. Along with it, a fishbone diagram been formulated to give an overview of the cause and effect of the problems within the concerned hotel. Besides, a plan has been developed in the report that would eventually carry out detailed monitoring and reviewing process for the set of solutions that have been carved. 
[bookmark: _Toc16086173]2. Problem determination 
Landmark Hotel has emerged to be one of the finest hotels within the city of Westminster within England. However, it has been seeing itself fall into a large broil over the varied set of issues that have developed between staff and the hotel management team. However, out of all the conflicting issues between both sides, the main cause of disagreement has been the work time issue. A lack of communication has been seen to emerge between the two groups in recent times on the new policy of the company to increase the working time from 6 hours to 8 hours. This has enhanced the resentment aspects of workers. An important cause for this resentment against the management group could be cited to the unrealistic work expectations that they have formulated for workers. The complete form of ignorance that has been seen in the attitude of the HR department regarding the personnel needs of the employees by increasing the work span by two hours has been seen to be the real cause of the problem. As opined by Hulett (2016), an increase in the working hours has been seen to cause high levels of stress within the employees. Prolonged working hours are synonymous with deprived sleeping hours, high rates of mental, and health disorders.
Besides this, the long hours of work have emerged to be the real problem for the working force of Landmark as it took an extra two hours from the time they had kept aloof for their personnel space and family arena. 
[bookmark: _Toc16086174]3. Analysis of the problem 

	STRENGTHS
· Reputed Brand
· High productivity facet
· Good service facilities of the company

	WEAKNESS
· Conflict of employees and management group
· High turnover rates
· Ineffective communication 
· Enhanced rates of stress and mental pressure on employees
· Lack of personnel time


	OPPORTUNITIES
· Facilitation of balanced working time frame 
· A good form of communication between both sides
· Detachment from the bias aspects from the issue
· Empathy practice

	THREATS
· Decline in performance
· A decline in the productivity of the company
· Impact on customer service
· Affecting the brand image of the hotel



Table 1: SWOT Analysis of Landmark Hotel
(Source: Phadermrod et al. 2019) 
Analysis
As stated in the above table the brand has developed a good form of brand image for itself within the Westminster arena in the UK. This high form of brand image has been witnessed essentially as the hotel has earned a name for itself in the Sunday Times' list of top 100 companies. It has earned for itself a rank of 6 in the present year in contrast to the 27th rank in the year 2018 in the context of exceptional positioning frame (CARRARA, 2019). Besides this 100-year brand image of the hotel has been a true indicator of the good form of service facets of the brand. The hotel, in turn, provides a detailed form of services in the form of modern accessibility and 24-hour room services. The high form of reputed services has been an essential cause for the reputed brand image that the company has prevailed in the present times. 
However, the present conflicting situation between the employee groups and managers has essentially emerged to be the real source of problem for the organisation. It has, in turn, created a communication gap between the two sets of the employee group. The prolonged working hours have carried out a negative impact on the health of the employee groups (Gürel and Tat, 2017). This has been the real cause of protest for the workforce. An increase in the working period of workers has negatively affected their health proceedings. Thereby, it has lead to an enhancement in the stress level of the employee groups in a large manner. As stated by Coccia (2018), long hours of working have been seen to cause mental disorders among the employees and in turn cause work-life imbalance for the employee groups. The employees have shown resentment to the fact that the prolonged working hours have minimised the time they give to their family and friends in a large manner. 
Thereby, the high because of resentment could, in turn, emerge as a threat not only for the management group but could be impacting the brand image and financial performance of the company in a large manner. An essential form of negative image that has been visible is the high turnover rates for the company. A 20% turnover rate has been noticed for the employees within the organisation (B.co.uk, 2019). 
This essentially reflects the fact that management's ignorance of their demands has, in turn, lead to a rise in the number of employees leaving the organisation. Thereby, a high level of dissatisfaction with the working and policies of the new management has caused a rise in the present situation. Thereby, this conflicting situation could only be resolved with a good form of communication between the HR groups and the employees on a face-to-face level (Phadermrod et al. 2019). Besides this, a balanced work period creation emerges to be the real solution for the problem. The real opportunity that could be perceived in this situation is going back to the earlier 6 hour work time frame in a comprehensive manner. 
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Figure 1: Fish Bone components
(Source: Bull et al. 2016)
Analysis 
As stated in the above figure, the fishbone diagram has been implemented to implicate the varied sets of causes and impacts that the problem projected in the above area has shown. A possible impact that could be perceived is a considerable form of an increase in the turnover frequency of the varied employee groups within the Landmark organisation. A large number of causes could be perceived for the process. Lack of effective communication has been seen as one of the binding factors for the problem. As stated by Bull et al. (2016), face-to-face communication emerges to be an essential indicator of a good decision-making process. A lack of the concerned component has led to an escalation of the problem largely. On the other hand, the formulation of new policies by the management group for prolonged working hours has eventually brought about complexities within the organisation. It has increased the level of discomfort of the employees and thereby has led to the next cause of high levels of conflict between the two wings of organisation. 
Besides this, the last cause that could be seen in the concerned case refers to the lack of emotional support from senior management groups and thereby ignoring the emotional and behavioural components of the concerned factors in a large manner. As opined by Rodriguez Triana et al. (2017), establishment of a trustworthy and empathy-based relationship with the lower-level working groups not only minimises the problems of the organisation but also helps them in establishing amicable relationships with them. [Refer to appendix 2]       
[bookmark: _Toc16086175]4. Scope of Problem
Every organization deals with the problem of staff and management conflict but, the problem is maximum in the hotel industry as the employees are not satisfied with their work environment and the treatment they receive. Moreover, they have to deal to unbalance working hours. The problem identified in the internal environment of London Landmark is of high range and widespread. As the conflict is between the employees and the manager, the management needs to interfere in the course to provide a permanent solution. The problem is of long term is not identified and solved within time. As influenced by Chang (2016), effective management plays a key role, as they are imperative. Hence, to reduce the conflict and increase the turnover of the concern the organization need to boost the morale of the employees. The problem tends to affect the management, work environment and the service provided to the customers. Overall, it can be concluded that the problem affects the productivity and profitability of Landmark London. Hotel industry works in a loop, its key members are an employee and they deliver the manager as the service. Hence, they need to follow and listen to each other's query and issues. If the conflict is evolved between them than the reason for which the organization be able to deliver the quality of service. Hence, both the financial and operational function of the organization gets disturbed.  [Refer to appendix 1]       
[bookmark: _Toc16086176]5.  Alternative Solutions 
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Figure 2: Alternative Solutions
(Source: Influenced by Luo et al. 2018) 
An essential solution for the major forms of disagreement and struggle that have occurred between the two fringes of the organisation would be carrying a comprehensive form of communication. As opined by Luo et al. (2018), facilitation of the component of empathy by the head organisation would not come as a helping hand for the working of the employees. Emphasis on the particular aspect not only helps the workers to realise the fact that the head of the organisation cares about their functioning but also emerges as a link between both the groups. Besides this, implementation of a 6 hour working time framework could be carried out. 
This emerges to be a balanced approach as it provides a sufficient form of personnel development time for the working groups. This time structure could be carried out on an employee shift basis. 
This would help the organisation in gaining greater engagement from the employees and this would essentially reflect in there and company's work performance. As stated by Ilie and Ciocoiu (2015), one essential element that reflects a good form of problem-solving process incorporates the detachment from the biasness aspects in a large manner. In contrast to it, the features of accommodation, collaboration, and compromise prove to be the major factor that needs to be considered. 
Thus, the hotel management must not take the disapproval and opposition of the employees to be a matter of ego and thereby recognise their bias points, trigger and preconceptions in a large manner concerning their new time policy. They must accommodate the different perceptions and views of the employees in their analysis and reviewing process and then carry out compromising solutions for the problem.
Another alternative solution for the problem would be enhancing the employee number within the organisation. Presently, the hotel has 345 staff members, 54% of which represent the male entities and 46% of the females (B.co.uk, 2019).Incorporation of a greater number of employees would give a large workforce for them to carry out the 8-hour work shift division. Work shifts could be carried out more easily with a larger employee force. This would eventually solve the mental disruptions and violation of the concerned factors and largely resolve the conflict. 
An important fact to be considered in this arena would be consideration of the guidelines in the employee handbook of the organisation. As opined by Cukurova et al. (2016), these books of an organisation have effective guidelines on which the entire working of the employee body needs to be carried out. Thereby, referring to the book for planning a new outlook towards the conflict would not emerge to be a good decision but also would take into consideration the values of the company in a large manner. 
The balanced outlook towards work engagement could be incorporated from the harassment and work ethic solutions that are enlisted within the company handbook. This would provide the management group with a fair-based solution that is essentially aligned with the policies of the company. 
Besides this, the entire work time planning could be carried out around the employee's needs and demands. This would help the organisation in minimising their high turnover rates of the employees that have been carrying out within the organisation (Widowati et al. 2017). Effective consideration of the needs and personnel values of the working groups within the planning would lead to the formulation of a good form of decision making for them. 
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Figure 3: PMI evaluation
(Source: Khelifi and Mignotte 2017)
The problem identified is the conflict between the staff and the management in the Landmark London hotel that leads to deterioration in the quality of service delivered. As opined by Caprì et al. (2019), the conflict arises in the management of the hotel industry due to irregular working hours that leads to the shortage of skilled labours followed by staff turnover. Form the issues identified it can be commented that the organisations need to analyse and monitor the activities of its management. As influenced by Khelifi and Mignotte (2017), Landmark London evaluates all its process and products following PMI analysis. According to this, the concern identifies strengths and weaknesses that are relevant to be considered for future improvements required in the organisation. PMI (Plus, minus, interesting) analysis is done to determine all the positive, negative and future aspects related to the solution provided for reducing the conflict of any issue created (White, 2018).  
	Factors
	Analysis

	Plus Points
	Landmark London has emerged as a successful organisation in a very short period of time. Hence, the continuous conflict between the manager and the employees is reducing its brand value. The solution provided includes some plus points that will be beneficial for the organisation in the long run. As opined by Mardani et al. (2015), self-awareness helps to reduce the conflicts before it is converted into issues. If the manager of the concern is self-aware and sustainable then the organisation will be able to create collaboration among its employees. If six hours of the workday is implemented in the concern the productivity will increase as a work-life balance will be executed. This will help to deliver the quality of service. Moreover, analysing the behaviour of the employees will help to monitor the issue and the reason behind the conflict created. Hence, in the long run, the organisation will work more efficiently without any issue.        

	Minus Points
	According to the solution provided for the conflict among the staff and the managers, it can be concluded that in future it might happen that the concern has to deal with project failures and decrease in the level of productivity. If the service delivered is not appropriate the reason might be that the job roles are not clear to the employees as to proper instruction has not been provided. In order to solve the conflict between the staff and the manager, the concern needs involve management and HR in the conflict. This leads to creating negativity as a third party gets involved. Moreover, the negative point is that it might happen that the hierarchy neglects the issue and problem of the staff and considers the viewpoint of the manager.    

	Interesting Points
	As opined by Dostál (2015), management training involved in the conflicts helps to study the aggressive and passive behaviour of the employees. Hence as per the solution provided it is recommended that the disciplinary action of the employee will be identified without the involvement of the third person (Khelifi and Mignotte, 2017). Hence, the employee will not feel offended and the conflict will also be resolved. Moreover, as per the solution created to develop a strong employee relationship, it can be illustrated that the employee will learn to interact with each other and also with the customers (Martin et al. 2018). Hence, in the long run, the productivity of Landmark London will increase thereby increasing the quality of service delivered to the customers. As suggested by Schwendimann et al. (2017), empathy is the root solution of reducing the trust conflict between the employees in the workforce. Accordingly, Landmark London must establish and create awareness about it in its organisation and workplace for the betterment of the employees and the organisation.        


Table 2: PMI analysis
[bookmark: _Toc16086178]7. Plan for implementing solution 
Conflicts can arise due to any major issue determined in a concern. Hence, it is the responsibility of the hierarchy to look after the matter and provide a solution to the issue. As opined by White (2018), conflict is recognised as an inevitable reality in the workplace. In order to identify the conflicts and implement successful strategies, the management team of Landmark London needs to frame their solution according to the plan determined. 
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Figure 4: Expectation of customers changes due to staff conflict
(Source: Breakingnews, 2018)
Firstly, the management team of Landmark London needs to frame proper policies, agreement, and rules for the staffs and the management in the workplace. This will tend to demonstrate all the possible solution to the conflicts that have been evaluated in the work environment. As suggested by Rodriguez Triana et al. (2017), the employment relationship is highlighted through the medium of contracts and agreement prepared by the concern. Hence Landmark London needs to focus on its policies formulated including all the possible solution to the issues of the workplace. 
Secondly, while executing the process of staff recruitment the organisation needs to investigate the skills and provide pre-employment training to its selected staffs. As opined by Jonassen and Hung (2015), pre-employment training tends to develop the skills of the employees that will help them to sustain and work efficiently in the end. This can be adopted and implemented by Landmark London in their recruitment process in an evident manner.
Thirdly, training must be provided to the managers so that they get aware of their respective job role and how they need to behave with its subordinates. Hence the management of Landmark London needs to implement this so that the managers are trained with respect to their behaviour in the workplace and how they need to communicate with the issue created. This will help the organisation to implement the procedure of fair treatment and respond wisely and effectively to subordinates (Saitis and Saiti, 2018). As suggested by Raadschelders and Whetsell (2018), training must be provided in respect of laws and regulations, conflict resolution, professional and communication skills. Hence, by providing relevant training Landmark London can implement the relevant solution in its workplace.  
The executive heads of the Landmark hotel like activity logs and checklists must issue self-monitoring tools. This, in turn, would come handy in analysing the fact whether the 6 hour work time structure is showing any form of positive results or not. The work checklist would help the employees in evaluating the fact whether the comprehensive work base of the hotel could be completed within the revised period. As stated by Rodriguez Triana et al. (2017), the proper use of these activity logs and diaries provides soundly help for the concerned workforces to carry out proper implementation process. Thereby, incorporation of these tools would not only make the senior heads clear about the successiveness of the new rived time structure but would also give a compact idea about the further modification that would be required within the solutions. 
Lastly, the recruitment of an enhanced number of employees bringing the desired form of results must be monitored through daily reports of the organisation. It must be analysed that an increase in the number of employees does not carry about an increase in the cost and expenditure of the organisation. However, it brings about the desired form of results that the 8-hour long structure had been planned to bring about. This incorporation of daily reports would, in turn, give an idea about the work proceedings that are left to be carried out in a daily manner. Thereby, it makes the monthly stand on the issue clear and concise in form. 
[bookmark: _Toc16086179]8. Stakeholder Communication plan
A stakeholder is one of the key people in the organisation as the process of funding is exercised by them. Hence, the organisation needs to communicate every single change that is exercised by the organisation. Landmark London is dealing with the conflict that has been determined between the manager and its subordinates. Hence, the concern has decided to implement some changes in the workplace to reduce the conflict and neglect it in the long run. As it is a service sector hence the organisation cannot exercise the conflict for a long duration. Therefore, to reduce it the organisation need to change its policies, contracts, rules and regulation. Moreover, they are planning to arrange training sections for the employee and the manager. All these must be communicated to the manager by arranging a meeting in which all the member will be present and thus the announcement will be declared in the presence of everyone. As opined by Mardani et al. (2015), stakeholders are associated with the actions, policies, and objectives of the concern as the conflict tends to decrease the productivity of the organisation. Hence, the expectation of the stakeholders is influenced. Therefore if any changes are implemented it is compulsory to communicate it to the stakeholders.  [Refer to appendix 1]      
[bookmark: _Toc16086180]9. Conclusion 
It can be concluded that the organisation needs to focus on its employees and their behaviour evaluated in the workplace. Conflict is the major issue that the workforce needs to deal with. The productivity and profitability of the organisation depend on the staff and the quality of service delivered by them. If the customers are satisfied with the service the productivity will increase automatically. Moreover, Landmark London deals with a poor quality of service due to the conflict determined. Hence changes needs to be implemented in respect of policies, agreement, and training program. The changes are communicated with the stakeholder. Further, it can be summarised that the conflict affects the financial and operational functions in the long run.  
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Appendix 2: High employee turnover rates
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(Source: Breakingnews, 2018)
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