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As stated by Janet Davidson in The Psychology of Problem Solving from 2008, in order to solve a problem, we first need to recognize it and define it as well as the goals and scope. We tend to be so fixed in the issue that we are unable to identify the solution so to avoid this we need to have three steps regardless of the method we use to solve the problem: recognition, definition and representation. 
Psychologists such as Hayes (1989) or Sternberg (1986) have often related the problem-solving process as a cycle with seven steps:
1. Identify the problem
2. Define the problem
3. Develop a strategy for the solution
4. Organize the knowledge about the issue
5. Allocate resources
6. Monitor the progress
7. Evaluate the solution
In Decision making in complex environments by Cook, Noyes and Masakowski (2007), they analyse the decision-making process and come to the assumption that there are three characteristics for rational decision makers: 
· They are completely informed knowing all the alternatives and choosing the best one for both short term and long term
· They are sensitive and will take note of even the smallest difference between the options at hand, using this knowledge to make a distinction
· They are rational and able to order the choices to get the best outcome
The above being said, the purpose of this assignment is to analyse a problem at the workplace, identify the root causes and propose the best solution. If they are agreed upon, they will be implemented to avoid further issues.
	Given the fact that the workplace in question is one of the most prestigious restaurants in the area, every problem is reflected on the customer’s mood. Even though the pandemic right now at a global level has affected all the establishments in HORECA, the restaurant has adapted and managed to keep all its employees.
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	The pandemic from 2020 has affected not only businesses, but also people on an emotional level. Due to this, some of them have changed their behaviour, which brings us to the problem at hand: the manager of the restaurant observed that today there was a fight between the chef and one of the waiters that has degenerated. Both of them being rational persons and professional, this came as a surprise and the manager plans to have meetings with them to get to the route cause. 
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	If the issues go unsolved or unaddressed, it could cause future conflicts. As it is the clients were affected since they heard the raised voices and it led to tensioned atmosphere among them. Besides the situation being unpleasant, it can also cause reputational impact since the clients will stop coming in and spread the fact that the employees are not capable of collaborating.
	In order to get to the root cause of this problem and come with the best outcome, we will use the three models Pestle Analysis, Fish Bone Diagram and 5 Whys Analysis.

A. [bookmark: _Toc59219325]Pestle analysis

According to Rashain Perera in the book The Pestle Analysis (2008) “A business interacts with its external business environment that is highly dynamic”.
This type of analysis looks at the external factors that might have an impact in a conflict and analyses each of them in order to predict the best outcome and looks also at trends for future growth. The name is an acronym including six categories of macroeconomic variables: P for Political, E for Economic, S for Social, T for Technological, L for Legal and E for Environmental. 
Following next we will analyse our problem using the Pestle method. In order to do this, we need to ask some questions for which the answer will be found in blue:
· P: What is the political situation and how is this influencing our problem?
· The country is stable from a political point, so it is not a factor in the issue.
· E: What are the economic factors at play?
· Economically, the situation is unstable as the pandemic has affected all domains to a certain degree and people have lost their jobs.
· S: How important is the culture in this situation?
· It is important if we put emphasis on the safety since stress can cause health problems in the long term.
· T: What technological aspects can influence the problem?
· There are no technological aspects in this case that can have an influence.

· L: Is there any legal aspect to consider?
· We should take into consideration the health and safety laws, again because of the stress, but also the other employee involved in the fight with the chef could feel threatened.
· E: How does the environment play into this?
· The attitude the customers perceive from the employees can cause an image damage.

B. [bookmark: _Toc59219326]Fish bone diagram

This diagram is also known as the cause-effect diagram as it is used to identify, but also organize the plausible causes leading to the problem. 
If the Pestle analysis was focusing on the external factors, the Fish bone has its focus on breaking down the events that led to the problem instead of going straight for the solution. 
There are some advantages to this diagram first used as a concept in 1920s and those are: 
i. The fact that it offers a good visibility on each cause.
ii. It helps present the issue better and makes it easier to understand.
iii. Helps identify quickly the root causes.
As any method used, it also has its disadvantages among which we have:
i. Relations between causes are not easy to find.
ii. If the issue is complex, then the causes will be multiple and will cause a bothering visual effect.
The root cause analysis used in the fish bone diagram has the scope of revealing the relation between all factors to offer insight into the behaviour.
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After analysing the problem, we finally got to the root cause which is that the conflict was generated by the fact the chef’s wife has lost her job and that combined with the high volume of work lead to him being stressed, feeling under pressure and snapping at his colleague.


C. [bookmark: _Toc59219327]4 Whys analysis

We’ve already looked into 2 types of analysis that are pretty complex and managed to get some conclusions. However, there is still one type of technique that can be used in case of problems and that is the 5 whys. 
This process, as the title is suggesting, is based on the process of asking questions in attempt to get to the root cause. To apply this, we need to constantly ask questions starting with the issue, why we might think it is an issue and go from there until we have nothing else to ask. That is the point where we should reach the main cause of the problem. (A guide to business analysis body of knowledge, 2009)
The advantage of this method is that you have a structured way of getting to the cause while also making sure that the analysis is complete. Even though we have advantages, we encounter disadvantages as well as in any method and the main one in this cause is the fact that the facilitator of the session needs to be objective, this not being always the case.
Now let’s apply this to our problem and start as to why the fight is such a big issue?


If we compare the above with the Fish bone diagram, we see that the conclusion reached is the same: the chef was stressed due to the fact his wife is jobless. 
Even if we do have these types of approaches, it does not mean we need to stick to one or the other, we can always combine them in order to get the best outcome or even use 2 or all three for one issue.
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Based on what we have analysed so far, we have come to have two solutions that we need to evaluate and will do this in the below table. The final decision will be made on the pros and cons, we can also choose to apply all of them if we consider the situation requires it. 
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	Solution
	Pros
	Cons

	1st solution: Communicate with the chef
	If we are open, he will be less stressed because he will get the feeling of being understood

	He might get the impression we are only talk for the sake of it and don’t want to really help him

	2nd solution: Offer the help of the restaurant by trying to see if there are any open positions for his wife

	His wife will have a job, we will gain an employee and he will not feel pressured anymore
	She might not adapt as she has worked in a different environment so far, at a travel agency

	3rd solution: Offer him extra shifts if he needs them
	More money for the chef, covering part of the gap provoked by his wife lack of a job
	He might get overworked and suffer from burn out, leading to a lower quality of work



	Inspecting and evaluating the above, the approach will be a combination of all three in order to offer all the support we can to the chef.
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	With the solutions in place, the next step is to put them in practice. Our plan is to first of all communicate with the employee in order to be able to prevent these types of situations and get a feeling on how the stress is affecting him. 
	Secondly, we will bring to the table the subject of either choosing to pick up some extra shifts or if he wants for us to offer his wife the opportunity to work at the restaurant. Besides presenting the options, we will also present the risks in order for him to have all the facts and take the best decision for himself.
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We will communicate all the above to the employee at the next one to one meeting we will have and afterwards, for transparency, we will also let all the stakeholders know that the issue was addressed, some conclusions were drawn and help is being provided to the chef. Will also try to explain that in the future is better to speak up before the stress gets too much and the issues get out of control.
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	The monitoring will be done by organizing monthly one to one session with the employee and the review will be done based on feedback. The feedback will be required from the other colleagues and also from the chef about how the situation is evolving.
	After each meeting, a feedback will also be provided by the manager to the employee and further guidance if necessary.
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In conclusion, in order to solve any conflictual situation or problem in our professional or personal life, we need to first find the root cause of said problem. The above studied techniques can also be applied in our day to day life if we find ourselves in difficulty.
Although there were multiple researches in regard to each method, we cannot say for certain one is better than the other, but they should be applied specifically on each case or even be used in combination if necessary. 
For our case, the 5 whys analysis seems like the fastest approach and the simplest one and after applying this we managed to reach the true motive of the argument. 
Hopefully after this experience, the employees will feel more motivated to speak up when something is wrong even if it is from their personal lives as long as it affects their work.
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