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[bookmark: _Toc122611210]Introduction
The author of the article is a delivery driver for the award-winning pizza company Dominos, where he has worked for the past three years. The lack of delivery drivers is one of the most difficult issues the pizza business has to deal with, and as a result, deliveries are frequently late. As you may know, the reputation of a delivery food company depends as much on how well they treat their customers as on how quickly they can bring the meal. When ordering pizza from Domino's, the client wants their meal delivered quickly and of high quality; they do not want to wait a long time because they would think poorly of the business. The author of the paper discusses the various tools and techniques he will use to address his issue to able to complete this assignment.

[bookmark: _Toc456901517][bookmark: _Toc122611211]Define a complex problem in the workplace, including its scope and impact

The following are the entire details provided by the report's author regarding a challenging problem at work:
Customers and the report writer's employer are primarily impacted by the staff shortage. The employees are continuously offered newer and better opportunities after they have received the best training possible. The corporation is therefore forced to hire more workers, but as they undergo ineffective levels of training, they continue to make mistakes while working, which causes issues for them to arise during their provisional periods.
As an illustration, when a consumer calls to order pizza or other food, picking it up is frequently delayed since few employees are available to take the calls because they are too busy preparing the food for delivery and collection. Another issue is that it takes a long time for a client's call to be answered. As a result, some customers hang up, which costs the business sales and harms the reputation of its customer service. Due to their business, such customers require an urgent response to their call. When they shop, many customers place their trust in the business, but when it doesn't return calls in a timely manner, they lose that trust.
Another major problem is that it takes even longer to deliver food to customers due to a lack of drivers. Due to the problem, the food gets cold, and the majority of deliveries are failed, causing reputational damage from negative online reviews left by customers.
The report's author explains how a complex issue will affect the workplace:
Step-by-step explanation of these effects at work-
1. The first thing a consumer noticed while placing an order over the phone was how quickly the food was delivered. How was the service, including how you were greeted and spoken to?
2. Large orders are occasionally placed for breaktime treats for office personnel, and they must be delivered on time so they may enjoy them. If not done correctly, it will negatively impact the reputation. 

3. Customers at Domino's pay a premium for quality, so maintaining factors like pizza temperature and freshness is crucial. Customers will stop buying from the company if they receive the pizza cold.

[bookmark: _Toc122611212]Analyse information on the identified problem, to help inform the decision-making process

The 5 Whys method was created in the 1930s by Saki ro Toyoda, a Japanese industrialist, inventor, and the creator of Toyota Industries. It gained popularity in the 1970s, and Toyota continues to use it to address issues today.
The report's author used five why strategies to pinpoint workplace issues, which are listed below as questions–
[bookmark: _Hlk118829340]Questions 1-Who is dealing with this issue?
Question 2-What are the consequences and size of the issue?
Question 3-Where does the issue start?
Question 4-What location does the issue exist?
Question 5-Why does this mistake occur?

This 5 whys in actions in the complex problem below-
Determine if the report's author's responses identify the underlying cause of the current problem. If not, move on to the following because-










	lacking a delivery driver


                                                                                                                                               
	delivery to the consumer was delayed                                                                                                              


 (
What are the issues?
)
	Why lacking a delivery driver?


	Delivery person quit their work.


 (
Why 1
)
				
 (
Why 
3
) (
Why 
2
)
	Why Delivery person quit their work?
	
	due to excessive regulation at work



	Why due to excessive regulation at work?


 (
Why 4
)
	a corporation hires individuals with low salaries and discourages job applicants.


	Why a corporation hires individuals with low salaries and discourages job applicants?


 (
Why 5
)
	The business does not want to over hire.


	Why does the business not want to over hire?



	to conserve costs that boost earnings.


Find a way to save money and turn a profit as the root cause.

[bookmark: _Toc122611213]Fishbone
An Ishikawa diagram, also known as a cause-and-effect diagram or a fishbone diagram, is a visual management tool used to list all potential causes of an issue in order to identify its root causes. The Fishbone Diagram offers a structure for displaying various reasons and assists users in categorising them.







                                                                                

             HR                RECRUITMENT
                               No Holidays             Complicated Training
                          Zero-hour contract            Hire wrong people
                                                                                                           TRUN OVER OF STAFF
               Systems issues                           Luck of training                                                       
              Luck of technology         Luck of coaching
          
             RESOURCES           SUPERVISION

A cause-and-effect diagram, sometimes known as a "fishbone" diagram, can be helpful for categorising thoughts and brainstorming potential causes of a problem. An effective visual representation of cause and consequence is a fishbone diagram. Compared to some other methods for brainstorming causes that are available, it is a more systematic technique.
of an issue (e.g., the Five Whys tool). The issue or result is seen at the fish's mouth or head.
On the smaller "bones," numerous cause categories are indicated along with potential contributory causes. By instructing the team to look at the categories and examine alternate causes, a fishbone diagram can be useful in identifying potential explanations for an issue that might not otherwise be considered. Include group
(Yuniarto et al., 2013).
When the issue is poorly understood, proposed "solutions" only lead to further issues. In reality, there is no assurance that the solutions will even touch on the issue. On the other hand, the more we comprehend the issue, the more probable it is that we will recognise the underlying reason and be able to develop solutions to prevent future occurrences. When the issue is poorly understood, proposed "solutions" only lead to further issues. In reality, there is no assurance that the solutions will even touch on the issue. On the other hand, the more we comprehend the issue, the more probable it is that we will recognise the underlying reason and be able to develop solutions to prevent future occurrences.
(Conrad & Serlin, 2011).
Using a fishbone diagram, determine the underlying reason why the crew is being ran over. Using a fishbone diagram, determine the underlying reason why the crew is being ran over.
[bookmark: _Toc122611214]HR- 
No early or octagonal holiday is offered without prior planning. Contract hours are flexible because everyone works on a zero-hour basis, which allows for unplanned overtime at any moment. wage overspending that went unchecked. When it is busy, there is not enough time for everyone to arrive without working overtime. HR must coordinate well with the fixed-hour contract to ensure that there is adequate staff where it is needed and that wages are not overspent. For there to be no personnel shortage, vacation must be approved as pre-week of notice.
[bookmark: _Toc122611215]Recruitment-

The hiring procedure needs to be improved because there were bad hires and offers. Offer of a 0-hour contract for any shift hour. Some people can only work during specific hours of the day, and when they have family or social obligations, they must leave at an inconvenient time. On the other hand, if they offer a set part-time hour, everyone will be committed to working the shift because only qualified candidates apply for qualified positions and will remain for a long time. relatively little time is spent on training since staff members are frequently undertrained for their positions, which negatively impacts customer service. More time must be spent on training in order to improve customer service.
[bookmark: _Toc122611216]Resources- 

Since there are no resources available at work, employees must complete their training using their own resources, which will involve dishonesty because anyone can complete their training while they are completely uninformed of their employment position. The company must adopt new software where these problems can be resolved and acquire some own resources to conduct training in the workplace rather than using staff members' personal resources. Sometimes system issues do not provide enough details of the delivery, and as a result, delivery has failed and been delayed.
[bookmark: _Toc122611217]Supervision-

In the workplace, where there is little training and coaching available, supervision is particularly lacking. The majority of the time, staff members begin their jobs without supervision, which has an impact on customer service. A period of time must be chosen for new hire supervision, so they are more informed of their job responsibilities.
To help her explain about her problem-solving journey in this assignment, the report writer has included the following problem-solving tools: mind mapping and brain storming.


[bookmark: _Toc122611218]Mind mapping-

Writing down a basic concept and then coming up with other, connected thoughts to radiate out from it are the steps in creating a mind map. You can organise knowledge in a way that will help you better absorb and retain it by concentrating on essential concepts and looking for links between them when they are written down in your own words.
(Buzan, 2002).
The report's author scheduled a team meeting to finish the mind map, and the team members also assisted with the first steps of the problem-solving process.
The report's author has chosen the following questions to put to her team in order to get their assistance in finding the answer.
1. Why is the client holding out on the delivery for so long? 2. Describe the problem with the lack of drivers to serve the customers. 3. Justification for experienced workers quitting. 4.Are they departing because of the system or the training process? What is required for system improvement? 6. What is required for system improvement in the training system? 7. Should the employer be more accommodating to the workers? Does the manager need to have training to comprehend the flaws of the employee?
After completing the mind mapping process, the report writer will schedule a team meeting to conduct a brain storming process in which every team member will identify every issue, she will raise a major issue and suggest a potential solution, each team member will then propose a solution, and an improved solution will be implemented.
[bookmark: _Toc122611219]Brain storming-

A group problem-solving technique called brainstorming involves the impromptu introduction of original ideas and solutions. This method calls for a lengthy, rambunctious conversation in which each group member is urged to think aloud and offer as many ideas as they can based on their varied knowledge.
(Mansfield, n.d.).
The report's author utilised the guidelines for brainstorming to define the difficulties, notify each person of the problems, choose the problems that needed solutions, collect ideas from each participant, and then enhance the quality of each thought to find the problem's solution. The report's author utilised the guidelines for brainstorming to define the difficulties, notify each person of the problems, choose the problems that needed solutions, collect ideas from each participant, and then enhance the quality of each thought to find the problem's solution.
The brainstorming process will be described below-
[bookmark: _Toc50315099][bookmark: _Toc122611220]brainstorming process stage 1-
The biggest problem is that clients wait a long time for deliveries, which leads them to order from someone else for speedy service and hurts the company's reputation. Customers also lose faith in us, which results in their ceasing to order food from us generally, which decreases sales. Inexperienced new hires take longer to service clients while experienced trained personnel leave to advance in their professions.
[bookmark: _Toc50315100]
[bookmark: _Toc122611221]Brainstorm process stage 2-
After determining the primary issue, every team member has identified the shortage of delivery drivers as the only remaining issue. Using numerous occupations at once complicates the job function to the point where employees are unable to handle the stress, at which point they leave the organisation in search of a better opportunity. This is the primary cause of the other issues.

[bookmark: _Toc50315101][bookmark: _Toc122611222]Brainstorm process stage 3-
When the allotted time has passed, everyone shares their original solutions with one another. The report writer provides everyone a set amount of time to come up with a solution. When the allotted time has passed, everyone shares their original solutions with one another. The report writer provides everyone a set amount of time to come up with a solution.
[bookmark: _Toc50315102][bookmark: _Toc122611223]Brainstorm process stage 4-
At this point, each team member offers their own, unique solution to the problem from their point of view. Team members suggest solutions like hiring new employees, getting the reasons behind co-workers’ departures, changing work shifts to accommodate more co-workers, making the system simpler to use, changing multiple jobs roles to single roles, and doing nothing. A few of these solutions will be chosen as the best ones to handle the issue.

[bookmark: _Toc122611224]Propose a range of alternative solutions to the problem

Effective problem solving is based on the generation of potential solutions to problems. The goal of this method is to produce a wide range of feasible solutions for handling an issue, from which the best strategy or set of strategies can be chosen and put into practise.
After adopting the brain storming technique, the report's author talks with other departments about an alternative solution to the problem below-
[bookmark: _Toc122611225]Enhancing management tasks-
Any organization's long-term viability and profitability rests on its ability to hold onto its core personnel. The capacity to retain the best people in any firm has a significant impact on customer happiness, organisational performance in terms of higher sales, satisfied co-workers and reporting staff, successful succession planning, etc. Employee retention can be defined as encouraging employees to stay with the company for a long time. Managers should have open lines of communication with their staff members so that they feel appreciated and valued. The manager should stay current on the business's successes and set goals with them. Additionally, provide training and support to help employees fulfil their work responsibilities so they won't feel incompetent.
(Tangthong et al., 2014).
[bookmark: _Toc122611226]Hire knowledgeable personnel-
When qualified candidates apply for a position, the interview process should be transparent on the employment role and the contract hour should be set.
[bookmark: _Toc122611227]Reward and recognition-
You can express your respect for others, your appreciation for the work they do, and your acknowledgment of their accomplishments by making them feel proud. A boost in performance, productivity, morale, staff retention, and general satisfaction can be attributed to appreciation and acknowledgment, which are strong motivators. a definition of the term reward as something the company gives to the employees in response to their labour and performance, and as something the employees want. Walker (2001) asserts that appreciation from superiors, employees, and customers increases loyalty.
(Dubey & Gunasekaran, 2016).
[bookmark: _Toc122611228]client satisfaction-
Happy workers can lead to happy customers. When a company hires dependable employees who are aware of their responsibilities and willing to carry them out effectively, client satisfaction will increase as a result of the quality of the services they receive. 
[bookmark: _Toc122611229]Promotion and Opportunity for growth-
In their research, Pergamit and Veum (1989) [36] discovered a strong and favourable relationship between promotions and job satisfaction, which in turn aids in staff retention.
(Pergamit & Veum, 1999).
The report writer offered the long-term employee a promotion and an opportunity growth programme in order to keep the experienced employee with the business. The report writer offered the long-term employee a promotion and an opportunity growth programme in order to keep the experienced employee with the business.
[bookmark: _Toc122611230]Do nothing-
Doing nothing is one of the solutions. Despite being a relatively simple approach, it will regrettably not be a part of the alternate solution.


[bookmark: _Toc122611231]Using a decision-making technique, evaluate a range of solutions to identify the most appropriate option

After exchanging ideas and learning about potential solutions from one another, the report writer uses grid analysis techniques to identify the optimum answer for the organization's high staff turnover rate. Making decisions can benefit from the use of grid analysis. The report writer lists her options and the significant considerations for her decisions before presenting the grid analysis. She will use a grading system to determine the best solution for her challenging issue.
She graded each choice from 0 (bad) to 3 (very good) First steps of grid analysis below-
	Factors
	Customer service
	sales
	Profit
	Resources
	Total

	weights
	
	
	
	
	

	Hire right agent
	4
	4
	4
	4
	

	Offer flexible working hours
	3
	4
	4
	1
	

	Systems update
	2
	4
	4
	3
	

	Doing nothing
	0
	0
	0
	0
	

	Training and coaching
	4
	4
	4
	4
	

	Offer Rewards and promotion
	3
	3
	2
	0
	




[bookmark: _Toc122611232]Hire right agent-
When HR selects the ideal applicant for a position, they might avoid doing further job searches for a different expert. Once hired, a candidate that is a good fit for your business frequently continues to grow professionally and performs better for you. There will be fewer employee departures, which will save training and recruitment expenses.
[bookmark: _Toc122611233]Offer flexible working hours-
People will be more dependable for their shifts and attendance will be higher if flexible hours are granted to the employee, which will save the organisation money.
[bookmark: _Toc122611234]Systems update-
If updated software is used, the system will be more dependable and supportive of the service.
[bookmark: _Toc122611235]Doing nothing-
There cannot be a solution in inaction.
[bookmark: _Toc122611236]Training and coaching-
Training and mentoring must be provided to new hires in order for them to become experienced and knowledgeable in their job roles over time.
[bookmark: _Toc122611237]Offer Rewards and promotion-
Positive customer and co-worker feedback should be recognised and rewarded so that the recipient will be motivated to continue improving. Additionally, advancement should be made available to employees in order to maintain their experiences within the organisation and prevent them from departing.
After completing the first step, the report writer will demonstrate the second stage of her grid analysis (1 being the worst and 5 being the best), where she will assign weight based on her preferences and the significance of the factor.
	Factors
	Customer service
	sales
	Profit
	Resources
	Total

	weights
	4
	4
	4
	4
	

	Hire right agent
	4
	4
	4
	4
	

	Offer flexible working hours
	3
	4
	4
	1
	

	Systems update
	2
	4
	4
	3
	

	Doing nothing
	0
	0
	0
	0
	

	Training and coaching
	4
	4
	4
	4
	

	Offer Rewards and promotion
	3
	3
	3
	3
	




Details of the report writer's factor scoring are provided below.
The report's author gave each category a lot of weight because loyal customers are typically an organization's main source of success. When customers receive the best customer service possible from a business, their relationships become stronger. Sales are a very significant component because the money from sales helps to maintain the business. This company has developed a reputation for being the most trustworthy, and customers are willing to spend a lot of money with them. Profit increases as sales increase. Another crucial element is profit since it fosters business expansion. A more successful corporation in the market is one that is more profitable. Resources are essential to every organisation since they enable workers to adhere to the proper policies, terms, and regulations.
Reporter multiplies each of her scores by her importance ratings. She will receive the proper total decision weight as a result. The grid analysis's last stage is depicted below:

	Factors
	Customer service
	sales
	Profit
	Resources
	Total

	weights
	4
	4
	4
	4
	

	Hire right agent
	4x4=16
	4X4=16
	4X4=16
	4X4=16
	16     464

	Offer flexible working hours
	3X4=12
	4X4=16
	4X4=16
	1X4=4
	12      48

	Systems update
	2X4=8
	4X4=16
	4X4=16
	3X4=12
	13     100

	Do nothing
	0X4=0
	0X4=0
	0X4=0
	0X4=0
	0       0

	Training and coaching
	4X4=16
	4X4=16
	4X4=16
	4X4=16
	16      464

	Offer Rewards and promotion
	3X4=12
	3X4=12
	3X4=12
	3X4=12
	12    48



Following the procedure, the report's author has produced a higher-scoring solution for two areas that require improvement, namely the hiring of the proper agent and training and coaching.
A successful recruitment strategy can help your business develop more quickly. Streamlined, effective hiring procedures result in higher-quality, more enthusiastic workers, giving you a competitive edge that directly affects the success of your company. It emphasises enhancing performance and fostering personal growth. Personal elements may be included, but professional performance is the main focus. Organizational and individual goals are both included in coaching activities. It gives people the chance to evaluate both their areas more accurately for growth and their areas for strength.
(Schmidt, 2007).
Employees receive training for a specific task and goal. Short-term training sessions are offered. It is an action to improve the employee's knowledge and skills for the necessary function or task.
(Johnson & Stewart, 2000).
These high score areas show where there is room for improvement in order to increase earnings and save the company money. Since cutting costs will eventually have an impact on profits, making these improvements will benefit the company in the long run.
The report writer will demonstrate cost benefits to determine how much the organisation will save by the end of the year by reviewing all of the previously mentioned areas.
According to a corporate report, 10 employees quit the company each month. By keeping them from leaving the company, the following costs will be avoided:
[image: Table

Description automatically generated]
Due to 10 employees quitting each year, 120 new employees must be hired. Below is a list of the precise hiring expenses as well as any losses.
[bookmark: _Toc122611238]HR cost-
Every month, HR spends 20 hours creating contracts, completing paperwork, conducting background checks, and checking references for new hires. Their hourly wage is £10.00, or £120 per month.
[bookmark: _Toc122611239]Training cost-
Each and every new employee must complete £240 worth of training, which covers induction, budding, and other topics. If 120 co-workers depart each year, the cost is £2880 annually.
[bookmark: _Toc122611240]Supervision cost-
When a new employee begins working, the TL must devote about 5 hours of their time to coaching, supervising, and supporting them. The TL makes £12 per hour. Therefore, the total cost for team leaders to train 120 co-workers each year is £720. If the staff depart after training, the company will lose a total of £5040.
After putting the answer into practise, it will take around four months for co-workers to stop quitting the company. A year later, the company will start reaping the rewards rather than suffering losses. By the end of the year, the company won't be losing any employees. If one employee leaves, the cost to the organisation is about £42 per month, or £420 for each department. The perk indicates that it will be lowered to college after four months if you leave the organisation. For better customer service, training and supervision must be improved. As a result, the report's author will boost training hours from 20 to 25 for the first 4 months, and supervision hours from 5 to 10 for the same period once the employee stops leaving the company.


The following information is in table-
[image: Table

Description automatically generated]


[bookmark: _Toc122611241]Develop a detailed plan for implementing the solution

In order to prevent employees from leaving the company owing to a difficulty in their job function, the report writer will determine the best remedy for the staff shortfall.
The report's author discovered that lacking advancement and compensation makes work less enjoyable for employees, who also receive little time for training and supervision and aren't informed of their job responsibilities. Employee leaves for greater opportunities outside of the workplace since a promotion is not in place. Additionally, users find the system difficult to operate and frequently feel let down by it.
The author of the report spent more time and effort on training and supervision to help staff members feel confident in their work roles and present new advancement opportunities. Every single employee will be eligible to participate in recognition rewards, allowing them to be compensated for their performance.








The report's author will also present a strategy for putting this solution into practise, which will be laid out on a Gantt chart. It will list the jobs that need to be finished, each of which will have a start and an estimated completion date. It will also indicate whether a task is dependent on another task, which may be the one that was completed earlier.
[image: Table

Description automatically generated]


Project planner-

[bookmark: _Toc122611242][image: Graphical user interface, application, Excel

Description automatically generated]



[bookmark: _Toc122611243]Communicate the plan to relevant stakeholders
A stakeholder is a person who has an interest in a commercial initiative and the decisions that are made regarding that enterprise or project. The choices taken in relation to a project may have an impact on this person directly or indirectly. When modifying, adding, or eliminating something, businesses frequently take their stakeholders into account to make sure that actions are in line with their goals.
[bookmark: _Toc50315120][bookmark: _Toc122611244]Communication plan-
The following is how the report's author describes the stakeholders and their interactions:
[bookmark: _Toc122611245]Employees-
Because business decisions frequently directly affect employees and how they run the company, employees are important stakeholders. For instance, if a company relocates to another state, it may have an immediate impact on the employees who must either relocate with the company or find alternative employment to remain in their current location.
[bookmark: _Toc122611246]Customers-
Investors in a company have an interest in its success. An investor can obtain a profit from their financial investment if a business does successfully. As a result, decisions that affect the development or demise of a business may worry an investor. Investors may also be interested in the business for reasons like its market share or social impact.
[bookmark: _Toc122611247]Leaders-
The success of an organisation is greatly influenced by its leaders. A growing company might increase the leader's pay, whereas a failing company might force the leader to look for new employment. It is common for leaders to put the interests of other stakeholders ahead of their own.

[bookmark: _Toc122611248]Government-
For a number of reasons, governments are interested in business endeavours. They first want successful companies that pay taxes. Additionally, certain companies are substantial enough to potentially have a big effect on the nation's GDP. Last but not least, if a business expands, this usually implies they can hire additional staff, which can aid in reducing the local unemployment rate.
[bookmark: _Toc122611249]Communities-
Businesses frequently have a stake for communities of all sizes. For instance, a town's employment level is frequently impacted by a local firm. On a bigger scale, a company's production practises can have a direct impact on the environment's health.
[bookmark: _Toc122611250]Suppliers and vendors-
Suppliers and vendors have an interest in how a firm turns out. Both suppliers are directly impacted when a business chooses one over the other, which is similar for vendors that make their own money by selling the company's products. The supplier and vendors may be impacted differently if a business changes how it makes its products and raises prices as a result.
(Johnson & Stewart, 2000).

[bookmark: _Toc122611251]Assess appropriate monitoring and review techniques to ensure successful implementation of solution 

It is crucial to keep track of the situation as soon as the remedy is put into practise. The following actions will be taken by the report writer to track the progress:
[bookmark: _Toc122611252]Team meeting-
Every week, a scheduled team meeting will be held to collect worker feedback and discuss any issues that need to be resolved.
[bookmark: _Toc122611253]Feedback-
Any comments will be used to improve the service.
[bookmark: _Toc122611254]Gannt chart-
This monitoring chart will be updated frequently to give the team members new assignments.
[bookmark: _Toc122611255]Progression and rewards-
Inform everyone about advancement opportunities and thank them for their good feedback.
The report's author promises to communicate whenever necessary to enhance worker productivity.

[bookmark: _Toc122611256]Conclusion-
The report writer has learned how to recognise complex problems during the course of writing this assignment, and she has also learned how to use the techniques mentioned to solve the problem. She found the cost-benefit analysis to be the most useful because it demonstrated how much money could be saved if the problem were to be solved. An individual or organisation can examine a choice or potential project without prejudice by using cost-benefit analysis. As a result, it provides an unbiased and evidence-based review of your options, which can assist your company in becoming more rational and data-driven.
(Campbell & Brown, 2022).






[bookmark: _Toc456901523]
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9.progression

Task possible start  length type dependon..
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Selection

3.training week 3 4week parallel 2
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7.team meeting week 6 1week sequential 6
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