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[bookmark: _Toc519513958]Introduction
My name is Mamun Miah. I came to this country in 2008 with my parents. I started working in a restaurant and i worked for a long time and eventually became a chef. I also worked as a part time cab driver. When I was in Bangladesh, I studied GCSE’s however I did not carry on with my education in this country. I suddenly came to realization that I needed to continue with education if I wanted to do something with my future and prosper. I found out about the University of Wales, Trinity of Saint David and I admitted myself in for level 4 and this is my final semester. I enjoyed studying at this University, the staff members and students were very helpful. The teachers were helpful in giving us notes and important information we needed. If I pass, I would like to study further in this University. I have learned a lot form this course and I am self-assured that I can develop my career in the future. 
[bookmark: _Toc519513959]Company overview
At the end of the fiscal year 2016, the statistics show that McDonald’s restaurants are run in more than 120 countries all over the world and they founded 37000 outlets in several countries over the world, (McDonald’s Plc, 2018). McDonald’s is very caring about the quality maintenance of the company. They ensure the customers with best services and provide the supreme support when needed. The company has licensed 22000 franchises to the conventional franchisees. They offer various types of foods like cheeseburgers, chicken items, breakfast items, soft drinks, and milkshakes etc.
[bookmark: _Toc519513960]Task 1 Define a complex problem in the workplace including its scope and impact
[bookmark: _Toc519513961]What is problem
A problem can be simply defined as a matter or situation regarded as unwelcome or harmful and needing to be dealt with and overcome. According to business dictionary, problem is referred as a perceived gap between the existing state of an activity and the desired state of the activity. In other term the problem is defined the deviation from the right path, norms, standard or status quo.
[bookmark: _Toc519513962]Problem solving techniques
There are several techniques for solving unexpected incidents in the operations of the managers and the employees in an organization. The fishbone diagram also called as Ishikawa diagram is a problem solving techniques. Dr. Kaoru Ishikawa, a Japanese Quality expert is considered as the inventor of this technique which helps the employees to avoid some solutions that ultimately create another bigger problem. This is called a complex problem in respect to the business organization. According to Margaret Rouse, (2015), fishbone diagram is essential in brainstorming sessions to focus conversation. This diagram is compared with the bones or skeleton of a fish. Fishbone diagrams are typically worked right to left, with each large "bone" of the fish branching out to include smaller bones containing more detail. Margaret added the fishbone diagram is useful to analyze Six Sigma’s DMAIC approach to problem solving.
[bookmark: _Toc519513963]What is complex problem
According to Sustaining Community, (2018), it is difficult to define a complex problem as it varies person to person and company to company. A problem that very complex to McDonald’s may be very simple to another business organization. Any problem may be turned into complex phase. For instance, there is wide scientific agreement about the need of reducing our carbon emissions and this is possible to achieve this goal but socially and politically it is proving to be much more complex situation.
[bookmark: _Toc519513964]A complex problem in McDonald’s Organization
Very recently the McDonald’s has transferred their headquarters to UK from Oak Brook (CNBC, 2018). This phenomenon concerned the franchisees of those locations they run their business before and near the oldest headquarters. They shareholders are not happy at this activity by the company. A survey held to evaluate the recent activities of McDonald’s by Nomura-Instinet, the franchises said they are not cordially treated as past. This is very complex to the authority of the company to fix the problem as a number of the sharers are on behalf of this decision by the authority. Many governing member reached an agreement to transfer the headquarters and some members didn’t. For this the company has to afford many others offers to the dissatisfied members or owners of the business.

[bookmark: _Toc519513965]Scopes of the problem
This problem may be spread out among the stakeholders of the business company. The trade union, suppliers, and competitors may find advantages behind this conflict. The regular activities and performance by the employees may be hampered. The harmony of the work schedules may break. As this company McDonald’s is an international business, they may lose their market in the international marketplace. All developments efforts by the company may be ruined. This complexity existing in the company’s shareholders may be reach at the bottom human resources of the company hierarchically. This may cause of fusion of many other problems consequently. Among the scopes the franchisees cited they felt pressured to adapt to the brand new value menu, they need to remodel their locations as Mark Kalinowski.
There are several scopes of this complex problem mentioned in the below:
· transportations problem, 
· documents reformation, 
· vacancy of various post at headquarters, 
· franchisees dissatisfaction, 
· new food menu addition, 
· newer term and policy making
· Update rules and regulations etc.
[bookmark: _Toc519513966]Impact of the complex problem
As this company McDonald’s is an international business, they may lose their market in the international marketplace. There are several problems occurred in recent years in McDonald’s performance. They have faced problem of franchisees management and newer addition to their food menu and items created problem for the franchisees to adapt. Now, they're being asked by McDonald's to commit fresh money for major investments, ones that they feel will cost a lot and bring in not so much. There's a fundamental, however, that one franchisee claims McDonald's is ignoring. The profit making and promotion of the products of the company are at stake in recent years.

[bookmark: _Toc519513967] Task 2 Analyze information on the identified problem, to help inform the decision making process 
[bookmark: _Toc519513968]What does it mean to analyze information?
The term ‘analyze’ refers to the examination anything critically, so as to bring out the necessary elements or give the essence of the performance done by the operator. Analyze information means examine a deed carefully and in detail so as to identify the causes, key factors; possible results etc. to evaluate the procedures of collecting information. 
[bookmark: _Toc519513969]Information analysis on the complex problem in McDonald’s
[bookmark: _Toc519513970]Advantages and disadvantages of transferring headquarters
As majority of the governing members are opined to transfer the headquarters, they evaluated the advantages of changing their headquarters they found their oldest headquarters too small to execute their business in proportion to the demands of the growing world. They predicted their head office space might be large and well designed. They found most of their stakeholders are near to their newer headquarters in UK that helps them to communicate with their stakeholders very fast. They can call meeting instantly and majority of the governing members are present on the meeting. This is a best opportunity to them to communicate with the stakeholders and collect necessary information so that they can make instant decision. As Business (2018), there are several opportunities of changing head office of a business company described as below:
· To enhance their company’s brand,
· Implementing innovative ways of working with updated skills,
· To grow McDonald’s company,
· Cutting down on costs	,
· New office, new start- a dynamic formula.
Transferring headquarters of McDonald’s and thus creating the franchisees dissatisfaction among the shareholders of the company causes a complex problem for the company. The data was collected from secondary source to analyze the disadvantages of changing head office of the company.
[bookmark: _Toc519513971]What is franchisee?
According to Business Dictionary, (2018), the franchisee is the person who purchases the franchise and then runs the business abiding by the rules and policies by the franchisor company. He or she can modify some decisions or patterns of his outlets but many decisions like name, food items, look, brand images etc. should be kept as the franchisor already provided. The franchisee need to pay either a flat fee or a portion of profit making by selling their products items.
[bookmark: _Toc519513972]The impact of losing franchisee
According to Daniel Liberto, (2017), in the field of international marketing like McDonald’s franchisee is very important because the franchisee owner pays an amount of fee purchasing the brand name of the franchisor. This system expands the images of the company all over the world. The promotion of products spreads promptly. For this, the company can reach at the remote corner of the country. They can increase the number of consumers in the international marketplace, (Investopedia, 2018). McDonald’s value menu forms part of the company’s goal to salvage its image as the number one provider of affordable food. In recent years, the restaurant chain has lost business to rivals such as Wendy’s (WEN), prompting CEO Steve Easterbrook to embark on an aggressive strategy to cut costs, weed out underperforming restaurants, introduce healthier food and place a greater emphasis on what McDonald’s does best.
[bookmark: _Toc519513973]Decision making process
In this complex problem facing with franchisees, McDonald’s need to revise their decision and terms and conditions applies for the franchisees and stakeholders. They need to hire expertise to resolve the problem. For this the adopted decision making process.
[bookmark: _Toc519513974]Decision making process for McDonald’s Plc

[image: C:\Users\USER\Desktop\Capture.JPG]
Image: 7 Steps of decision making                 Source: UMass, (2018)
[bookmark: _Toc519513975]Task 3 Propose a range of alternative solutions to the problem
The franchisees and a large number of stakeholders are unhappy about the relocation of the headquarters of the famous restaurant business company McDonald’s from Oak Brook to UK in the early of 2018. This phenomenon concerned the stakeholders of the company. The franchisees are facing problem with new terms and conditions of the new office management system. That’s why the company can adopt several methods of problem solving in their inner perspective. 
[bookmark: _Toc519513976]Problem solving models
Simon’s model was conferred in 1979; however his original work didn't embrace implementation that has been included soon by Sprague and Carlsson (1982). Simon’s 3 part model for drawback finding includes of the Intelligence part whereby the choice maker appearance for indications that a haul exits, the design part whereby the alternatives square measure developed and analyzed and eventually the selection part whereby one in all the alternatives is chosen and enforced. The model is too simplistic and may be applied to any problem solving exercise and the Choice Phase represents the climax of the decision process. Although the entire process of detection and identification of HVT can be easily mapped with this model but the actual use of collaborative process required in the entire decision making cycle is only implicit and needs to be visualized. The Boyd’s model comprises of four phases – Observe, Orient, Decide and Act.
[bookmark: _Toc519513977]Various alternative solutions to the problem
As many shareholder of the business company opined their views and opinion on behalf of changing the head office of McDonald’s, other member were seriously disappointed at the decision of transferring headquarters of the company. In this respect, the company adopted some extra facilitated program for ensuring the development of the shareholder and franchisee company.
Transportation facility- McDonald’s has facilitated the franchisee company near oldest office of the company with transportation. The authority provides many cargos, self-modified car to reach the products to the remote areas. The company will carry the carrying cost of the raw materials to new office instead of the suppliers.
Giving money to reform the document at company’s own cost- As the shareholders and franchisee need to change their headquarter name, the reformation cost of the document will be carried by the company.
Filling vacancy with the recommendation of the franchisee- the company can assure of filling vacancy in their new office with the recommendation of the shareholders and franchisees so that they can be satisfies and the promotion of the company will increase highly.
[bookmark: _Toc519513978]Task 4 Use a decision making technique to evaluate a range of solutions to identify the most appropriate option
There are several factors lied behind of making decision in a complex problem. These factors styled with Scale, Property, Service levels, Process selection, Targets, Disciplinary etc. A famous decision making theory is Simon’s theory. Herbert Simon’s analysis endeavor aimed to know the processes that participate in human decision creating. However, despite his effort to research this question, his work didn't have the impact within the “decision making” community that it had in alternative fields. His rejection of the belief of good rationality, created in thought economic science, diode him to develop the construct of delimited rationality. Simon’s approach additionally stressed the restrictions of the psychological feature system, the amendment of processes thanks to experience, and also the direct empirical study of psychological feature processes concerned in call making.
[bookmark: _Toc519513979]Simon’s decision making theory
Herbert A. Simon developed a theory of decision making to find the solutions of problem in an organization for the employees. This theory is designed in three styled process described below:
Step 1: The Intelligence Phase- in this phase, Simon discusses finding, identifying, and formulating the problem, or any kinds of situation that calls for reaching a decision. The intelligence phase is totally formed for evaluate critical thinking, analytical thinking of problem solving.
Step 2: The Design Phase- this section of Simon’s model describes the alternative ways of problem solving to ensure the employees rights in the organization. McDonald’s Plc has developed this model in their business to find the solution in any problem.
Step 3: The Choice Phase- evaluate the alternative that were developed in the design phase and choose one of them. There may be found several option of problem solving within organizational structures. McDonald’s Plc uses this model to choose the correct method of problem solving.
[bookmark: _Toc519513980]Most appropriate option of problem solving method
McDonald’s Plc faces the problem of transferring headquarters from Oak Brook to UK. In this problem, the company faces franchisees losing problem. Due to distance of the new headquarters, oldest franchisees faces several problem like transportation problem, new food item addition, workers management, managerial body hiring, participating in meetings, decision making issues etc. In this case, the company uses several techniques to satisfy the stakeholders. They adopt Simon’s decision making theory to find the hidden cause of the problem. The company tries to manage this problem by offering many facilities to the stakeholders.
[bookmark: _Toc519513981]Task 5 Develop a plan for implementing the solution
Due to transferring headquarters McDonald’s is facing franchisees losing problem and this action created stakeholders dissatisfactions in the organization. As the stakeholders are the pillars of an organization, the company can adopt some effective measures to convince about their agreement on the change of headquarters. Here is work plan through which McDonald’s authority can reduce stakeholder’s unrest.
	Problems/ backgrounds
	Methods
	Estimated time

	Stakeholders dissatisfaction
	The manager of the company can continue communicate with stakeholders to convince about their agreement on the transferring head office.
	October, 2018

	Transportation cost
	Due to far distance the franchisees of the company, the franchisees faces transportation problem. McDonald’s authority can provide cargo bus or truck to supply products with their own cost.
	November 2018

	New food addition in food menu
	As new office, McDonald’s authority wants their food menu modified with new products. Before launching new products they need to notify their stakeholders and franchisees so that they can adapt with new food menu. The authority can offer 6 month to cope with the new products and make proper value of the products as McDonald’s.
	January, 2019

	Losing international marketplace
	As the franchisees are the main earning force of the company in the International marketplace, by losing franchisees the ultimately lose the market. So, they need to advertise their new food items as necessary for the customers. They can use social media to advertise their products vastly.
	February, 2019

	Newer terms and conditions. McDonald’s company passed some newer terms and conditions for their franchisees.
	The authority needs to give space towards the stakeholders and franchisees so that they can implement these terms and conditions in their own country or outlets.
	February, 2019

	Update rules and regulations for the stakeholders.
	The managers of the company proposed various changes in their rules and regulations for the stakeholders. Thus the stakeholders are at stake such acts of the authority. They want easier of these regulations so that they can participate in the performance of the company.
	March, 2019

	Indiscipline among the employees. As the oldest office was executed by the officer known and familiar with the staffs, they don’t feel comfort working with new officer.
	The company arranges many cultural programs and entertainment occasion so that they can give opportunity to meet the new officers and interact with them. This will make a friendly working site for both the officers and the employees.
	April, 2019


The company’s ultimate goal is to satisfy the customers by promoting their products and assuring a nice working place with safety and security. For this the company wishes to apply various theories and techniques to meet the needs of the employees and employers. The company has adopted various effective methodologies to satisfy the franchisees so that the franchisees can cover up their needs.
[bookmark: _Toc519513982]Task 6 Communicate the plan to stakeholders
[bookmark: _Toc519513983]What is stakeholder
A stakeholder is a party that is connected in an organization by making profit and can be affected by the company or can affect the economy or performance. Typically the primary stakeholders of a corporation are its investors, franchisees, shareholders, employees, suppliers, customers. But in modern concept of stakeholders trade union and the government may be included as stakeholders. 
Here in this section of this report the main stakeholders are the governing member of the board of McDonald’s and various franchisees company who purchase the trade name or brand image to run business in their own location.
[bookmark: _Toc519513984]Stakeholders in McDonald’s
There are various stakeholders in McDonald’s restaurant company. The main stakeholders are the investors, shareholders, purchaser, franchisees, employees, employers, suppliers, customers. Customers are the most important stakeholder of the company. To ensure all facilities to the customers McDonald’s done all efforts so that they can be satisfied.
Employees: McDonald’s has a reputation of employee relation and interactive performance with the employees. Due to changing the headquarters the employees are indirectly impacted. They cannot cope with new environment and working policies. The company can arrange various training program to train up the employees. The authority arrange various skills development event such as leading power, punctuality maintenance etc.
Shareholders:  Most of the governing members are the shareholders of the company, for this the shareholders satisfaction to any decision of the organization should be considered with high priority. As some of the governing member disappointed at the decision of making change in transferring headquarters to UK, they are needs to be rewarded by discounts or other facilities so that they can attend the meeting. They were deprived in some cases, for this in future budget of McDonald’s their interest should be considered.
Franchisees: If McDonald’s launches any types of new food item in their menu, they need to give space to the franchisee so that the franchisees can patch up the products in their menu. The company can give chance to the franchisee to meet up the loss if needed. Many times the franchisees have to face loss. Due to these conditions, they lose aspirations to continue the business. McDonald’s can provide some subsidies to the franchisee or can give discount on the products so that they can continue the business though they face problem due to changing headquarters of the company.
Third party: Trade union, workers association, suppliers, sharers are considered as third party in the path of executing business by McDonald’s. They can heed to these corps if there any misunderstanding happened due to transferring headquarters to UK. There is occurred workers unrest for the distance of working place in the head office. The trade union takes this trap to trap the company. 
[bookmark: _Toc519513985]Procedures of communication of the solution 
[bookmark: _GoBack]McDonald’s can provide some subsidies to the franchisee or can give discount on the products so that they can continue the business though they face problem due to changing headquarters of the company. They need to implement newer social connecting approach to reach at the stakeholders. They may use facebook, twitter, imo, video conferencing strategies to connect the stakeholders to their meeting. They can send emails to the stakeholders for informing the news of update of the company. The company may inform the implementation to the stakeholders.
[bookmark: _Toc519513986]Task 7 Assess appropriate monitoring and review techniques to ensure successful implementation of the solution
[bookmark: _Toc519513987]Monitoring tools, indicators and data management
A wide range of methods and tools can be used for monitoring. Some methods or tools may be prescribed by regulation (s.360). McDonald’s is the famous restaurant business company whose aim to provide fresh food and healthy products. They have planned for their recent mistakes recovery and provide privileges to the franchisee and stakeholders are hampered by changing the head office of the company. They planned and arranged a review team to monitor and review the performance of the plan.
[image: data information and indicators figure]
Image: Monitoring Model         Source: Quality Planning
While the focus is often placed on quantitative measurement, there are also other ways to monitor whether you are achieving your resource management objectives. Tools could include:
· Participative monitoring and evaluation
· Perception or satisfaction surveys
· Sequential visual analysis by comparing photos over time
· Model building and scenario testing - monitoring in close situations where the system of environmental actors, causal chains and results may be readily understood (used for forecasting).

[bookmark: _Toc519513988]Monitoring methodology in McDonald’s
McDonald’s uses swift sensor system for monitoring their office performance. They ensure fresh foods by monitoring these with swift sensor. According Paul G, (2018), through a single dashboard, they alerted when something unexpected incidents occur. A McDonald’s® owner of 12 successful locations in Manhattan and Brooklyn recently deployed Swift Sensors. With so many busy restaurants and strict city codes, Paul needed a better way to monitor and manage his operations.
They have announced a committee to ensure the needs and support to the stakeholders and the franchisee. The committee arranged some cargos, some cars to ensure the transportation for the stakeholders and franchisees so that they may be able to provide fresh food.
[image: ]
Image: Swift Sensor Performance                                 Source: Swift Sensor
[bookmark: _Toc519513989]

Appropriate techniques of monitoring

	Actions
	Performance
	Process
	Time

	Appoint a monitor
	He review the supply process of products to the franchisee, test the taste of the foods, he measure the standard of the foods.
	Physically e attend at the time of packaging foods for the franchise,
	3 month

	Expert justice appointment
	He may communicate with the stakeholders, can listen their complaints, and give certainty to the stakeholders for considering their interest.
	They meet the stakeholders; evaluate the opinion towards the company.
	3 months

	Arrange the meeting
	The committee arrange the meeting to inform the newer changes in the terms and conditions for the stakeholders, they can understand the topics elaborately to the governing members.
	They collect information from the stakeholders, their opinion, their complement, their hopes and aspirations towards McDonald’s.
	2 Months

	Arrange skills development program
	The committee can arrange skills development program for the newly entered officers and employees at headquarters so that they may connect the franchisee with friendly attitudes. 
	They finds the inner cause of dispute by the employees, conflict between the employees and the managers, then make recommendations for them and evaluate the skills program.
	4 Months


[bookmark: _Toc519513990]Conclusion
It is very necessary for any marketer to earn knowledge about the problem solving and decision making tactics. They need to know about various tools of complex problem management in their business. Very recently McDonald’s has developed their term and policies due to changing the headquarters from Oak Brook to UK. This was necessary for the company for various reasons. They need to expand their business with high qualified managing system. But the franchisee and stakeholders especially shareholders are not so much happy at this decision. They are at stake of having trouble with new head office. For this raw material supply problem by the suppliers is acute. The franchisee gives up hopes of continuation their business. But the intelligent management of McDonald’s authority has uprooted every problem occurred.

[bookmark: _Toc519513991]
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