Problem Solving and Decision Making



 Course: BMSW4004
Student’s: name Mihaela Duciuc
Group 4
Student’s: number 1816715
Lecture’s name: Yajesh Kumar
University Name: Wales Trinity Saint David



Table of Contents
Introduction	3
The identified problem at the workplace	4
SWOT analysis	4
PESTLE analysis	4
Ishikawa Diagram	6
Kurt Lewin’s change management model	7
Its application at the food court	8
Evaluation of the process	8
Best solution	9
Implementation	9
Monitor and control	9
Communicate to the stakeholder	9
Recommendation	10
Conclusion	10
References	11



[bookmark: _Toc47706400]Introduction
This report will discuss the problem in the working environment of a Food Court that had reduced customer satisfaction and affected its business. This report will analyse the cause and effect of the problem in the operations of the Food Court and also suggest an effective change for the same. Further, this will implement change in working by using effective change management and also evaluate the alternative method at the workplace. In the end, this will implement the solution and also implement, control and monitor these changes.

[bookmark: _Toc47706401]The identified problem at the workplace
It has been identified that the customers are frequently complaining about the dirty plates and cutleries, which not good in any perspective. The customer finds it unhygienic and it is resulting in a lesser number of customer and affecting the business of the Food Court.
[bookmark: _Toc47706402]SWOT analysis
Strength
Multicuisine food with great taste and quality, effective customer service ensuring their satisfaction. The Food Court is also known for its value meals and friendly staff which assures the customer to get quality for the money they spend (Gürel and Tat, 2017).
Weakness 
Dissatisfaction among the customers in the because of dirty cutleries and unhygienic services. This is building risk for the Food Courts business and also developing negative perception between the customers (Sarsby, 2016).
Opportunity
The Food Court's multi-cuisine menu is unique and the taste of food is also great which builds the scenario of effective growth in the market and increase customer base by developing course meals for the customers (Gürel and Tat, 2017).
Threat 
The possible threat is being developed in the business environment of the Food Court is lowering in quality of services which will provide other Food Court chances to gain competence over it (Sarsby, 2016).
[bookmark: _Toc47706403]PESTLE analysis
Political factors
The management of the Food Court has to ensure effective agreement with the terms which have political influence like food handling, quality of raw material and also agreement with health and safety terms (Perera, 2017). The dirty cutleries and plats signify disagreement with these terms.
Economic factors
Economic factors are related to the price of the meal compared to the economic stability and the cost of raw material. This decides the customer perception towards the Food Courts, and this acts as a positive factor as the Food Court serves multicuisine meals and food for their customer in budget price (SHTAL et al., 2018).
Social factors
The change in the societies demand and attraction towards the healthy meal and organic food. The Food Court has to ensure preparation of different types of meals separately i.e. keeping the utensils and cutleries of vegetarian and non-vegetarian food separately (Perera, 2017).
Technological factor
Technological factor acts as a bonus for the Food Court as it helps in introducing ease to the process in the kitchen by providing equipment for food processing and cleaning (SHTAL et al., 2018). This has also helped in making the ordering and sorting process less confusing which increased the performance of the Food Court.
Legal factor
Most legal factors are related to the hygiene, health and safety of the customers and other factors are related to workplace rules and regulations (Perera, 2017). The Food Court must comply with food security acts and employment rules and regulations. 
Environmental factor
The environmental factors are related to the internal and external operations of the Food Court. This is related to the effectiveness in the environment and maintaining quality in its workplace and business environment (SHTAL et al., 2018).


[bookmark: _Toc47706404]Ishikawa Diagram
Employees not paying attention to the operations
Management – lack of change management
External- increase the number of customers 
Lack of staff and training
Machine – dishwasher not working
Dirty cutleries and plates








Ineffective management of the process



This diagram suggests the cause in the operational environment of Food Court which results in the failure of effectiveness in the operations and minimises the customer interest. These identified causes which resulted in dirty cutleries and plates are the dishwasher is not working properly, a lesser number of employees and they are ineffective in maintaining cleanliness. The employees are not focused on performing the cleaning and washing operation in the food court. The increased number of customers has resulted in rush among the staff working which leads to failure in checking the cleaning and the management is also not paying appropriate attention to the lack of staff and maintaining effectiveness in the staff by providing them training. It is also tolerant to the condition of the dishwasher because of which the kitchen staff has to clean the utensils by hand and increases burden in their operation all these factors cumulatively result in the dirty cutleries and plate (Wong et al., 2016). And this also affects the productivity of the kitchen staff and generate new problem in its operation of the food court.
To overcome this issue effectively, the food court is required to implement change management processes which will assist it to build productivity at its workplace and also help it to overcome the developed issues in its working environment such that it becomes better in its operations.
[bookmark: _Toc47706405]Kurt Lewin’s change management model
Depending on Kurt Lewin’s model of change management the whole processes is implemented in 3 stages, those are unfreezing, change and refreeze. These processes are designed in such a way that the Food Court accepts the change to its core which will help in the effective application of change and also assist to gain benefit from the applied change method in its operations. these stages go by:
Unfreeze – this is the stage in which existent operating and working styles are dropped, the reasons of failure and ineffectiveness are identified such that the required change in the processes can be identified and assist the management to implement the change in the operation which will help it manage the process (Hussain et al., 2018). This is the stage of preparation in which the Food Court and is workforce is ready to work according to the, by making the organization to re-examine its core ,you effectively create a (controlled )crisis which in turn can build a strong motivation to seek out a new balance .Without this motivation, you wont get the buy-in and participation necessary to effect any expressive change . 
Change – this is the stage when the existing operations are dropped, and the employees are expected to leave the existent perception which affects the operations. The expected changes are implemented in the operations such that the performance of the Food Court is improved and also assists it to build sustainability in its processes. This increases the performance and also helps the Food Court to implement change that helps it to rectify the problem. In this stage, the operational environment experiences most regression among the employees because of the non-cooperation and disagreement with the changes (Burnes, 2020). At this point, there is a requirement of change management which increases their performance and ensures the effectiveness by application of change at the workplace. The iterative is also necessary to sustain a change. According to Lewin, a change left without adequate reinforcement  may be short- lived and therefore fail to meet the objectives of a change process .
Refreeze – this stage is when the employees contribute to the change process and the change is implemented in the operations and culture of the Food court which sustains the change in the operational environment. The leadership is expected to be effective concentrated in the change management and also look for feedback such that the process stays efficient. The organisational structure is expected to support the change with appropriate implementation and reward should be provided to the employees for effective contribution in the process of change management (Hussain et al., 2018). The management of the food court is expected to keep the process efficient by providing training and development session to the employees. During this stage, the people move from the stage of transmission(change)to a much more stable state which we can regard as the state of equilibrium stage of refreezing is the ultimate stage in which people accept or internalize the new ways of working of change ,accept it as a part of their life and establish a new relationship.
[bookmark: _Toc47706406]Its application at the food court
The management causes identified at the food court were generated because of the lack in the skill of the employees to operate because of their poor management at the workplace, another reason was the lesser number of employees. The dishwasher is also not working but that is not the major cause because it is the responsibility of the staff to ensure that the employee should ensure that the cutleries and plates in which the food is being served are clean and hygienic. So, the management had decided to provide training to the employees such that they gain effectiveness in their operation and their productivity also increases (Burnes, 2020). The training will ensure that the employees have effective skills to manage the operations in the working environment of the food court.
The second required step is to hire a certain number of employees with required skills such that they can contribute to the operation and does not rely on the equipment to carry out their daily job. The management has also decided to replace the dishwasher and buy a new one such that this problem does not arise in the future (Hussain et al., 2018). The terms have also made which says that it is the responsibility of the dedicated staff to check the cleanliness in the cutleries and plates and also take care of cleanliness and hygiene in other aspects.
[bookmark: _Toc47706407]Evaluation of the process
PMI chart
	Plus
	Minus
	Interesting

	Hiring employees (+4)
	Fund involvement increased (-3)
	Pressure because of new guidelines (+3)

	The new dishwasher machine (+2)
	
	


 Overall status generated by the PMI chart is plus (4+2) + minus (-3) + Interesting (+3) = +6
The score generated by analysing through PMI chart is +6 which states that the performance of the organisation will be improved after implementing the desired changes which will increase the performance and also assist (Dovleac and Ionică, 2017).
[bookmark: _Toc47706408]Best solution
The best solution in the operation is to hire new employees who are skilled and knows how to perform their tasks along with maintaining effectiveness and does not rely on the equipment. Because hiring the employee who is focused on working and does not rely on the equipment’s to perform their daily operation will help the food court to gain effectiveness in its operations and keep the processes as well as food and cutleries clean and hygienic.
[bookmark: _Toc47706409]Implementation
Implementation of the idea in a then operational environment will require the food court management to perform the process of hiring depending on the requirements that focus on developing the performance of the workforce. The candidate must possess the effective skills of managing the operation of a restaurant (Imran et al., 2016). Its implementation will also require the management to provide training to the employees on a regular basis such that the employee skills should grow and they maintain effectiveness in the processes.
[bookmark: _Toc47706410]Monitor and control
To monitor and control the process in the operations of Food court the management should ensure checking the performance of the restaurant and also collect reviews from the customers such that it can keep track of the performance of the employees and also know the problems in the working (Hussain et al., 2018). And to control its effectiveness in the operations should link it with a reward so that the employees contribute to the operations with consideration.
[bookmark: _Toc47706411]Communicate to the stakeholder
The initial stage of change management will require the management to communicate the aspects of the failure and also the change measures been identified such that the performance of the food court increases. Further, it is the responsibility of the management to use an effective method which will convey the desired steps to the employees as well as other stakeholders about the change (Reed, 2020).
[bookmark: _Toc47706412]Recommendation
The food court is required to manage the operations in the working of the business such that it can manage the processes. The failure of the management is identified because of the problems generated in its operation, this show employee’s loss of interest in their operation of the organisation and also lack of responsibilities towards their duties. There is no sincerity in their operations and this can affect the reputation of the Food court between the customers in the marketplace. The management of the Food court should effectively apply new terms and working guidelines such that they contribute to the operations with prior consideration and also get punished if they fail. This will help the food court to gain the contribution of the employees, it should also introduce rewards for following the change and working with proper dedication.
[bookmark: _Toc47706413]Conclusion
This report had discussed the operational environment of the food court and the problems developed in its working. This had also provided to the effective change in the operations which improved its processes and change management process which assisted in its effective implementation. Further, this report evaluated the applied changes and suggested the activities to maintain the change in its operational environment.
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