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1-	Introduction to Problem Solving and Decision Making
Problem solving and Decision Making are an analytical process used to identify problem, its root cause, and workable solutions to effectively solve the problem. The Decision Making is a process embedded in the problem-solving mechanism.
a)	Definition of problem
A problem is an unsatisfactory situation that needs to be addressed and changed to a more desirable state as soon as possible.
b)	Various issues caused by problem in workplace
The types of issues that can be encountered in the workplace are communications problems, deficient performance, lack of skills, poor training, lack of investment and equipment, interpersonal challenges between management and employees, discrimination, and attitude problems.

2-	Introduction to Decision Making
Decision Making is a process which requires the commitment of an organisation, its members, and its resources towards a set of strategies among different alternatives which are available to achieve desired solutions. Decision making helps to identify problems and allows the attempt to solve them.
a)	Definition of Decision Making
Decision Making is a process of making choices of alternative ways to identify a decision by collecting information and allowing alternative resolutions to problems solving. An organisation can use a step-by-step decision-making process to help it make more thoughtful decisions to problems for a desirable outcome.

3)	Case study
The organization I used to work for operates in the hospitality industry. It is an American chain that delivers American cuisine. Today the company has established various outlet from restaurants to retails shops. The company was established in March 1965 in New York, United State. The company was first brought in the United Kingdom in 1986. By 1992, the company swiftly open their first branch in London and became one of the busiest restaurants. With an annual revenue of almost two billion, it employs an estimated twelve thousand employees across the globe. After the 2008 financial crisis, the company saw its sales in the industry started to fall. It had to rethink its strategy due to poor sales performance and close over 200 branches to stay afloat. When the pandemic hit, its sales fell over 80% almost immediately and it must close almost twenty percent of its branches in the United State. As the lockdown restrictions started to ease, the company had to modernise in its ways of deliverance by preparing pickup and home delivery channels to help with its sales and increase its revenue. 
I worked for the company for nine years. I was given the opportunity to progress into management. I had the first stage of my training which was mostly my interview and the action plan of my training into management.
The aspects of my role in training were to oversee the back of house, the guest, sales, Health, safety, and company property. I was also responsible for the day-to-day store operation, labour cost, merchandise stock count, ordering, receiving, and storing. I was also responsible for ensuring all employees filing was up to date, maintaining the training and cross-training across staff members and their work performance review. 
At some point during my training, we had some staffs resigning from their positions within the organisation in my store. The storeroom manager resigned from his role, and I was approached and asked if I could fill in the position until we get a permanent store manager. I accepted the role because I was in training to become a manager. It was also one the duties I had to master. It was an opportunity for me to learn what the store manager role entailed. The job was to order, receive and to store all the merchandise every Monday, Wednesday, Friday, and Saturday at our store. Upon taking on the role I was facing a lot of challenges. I had to be at work at 6 am on the day we were receiving deliveries. I needed to make space for the new deliveries. The train was running from 5:45 am so I was not possible to be at work at 6 am. I spoke to my manager and my starting time got moved to 7 am. 
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It was a three-persons job, that required a lot of lift, carrying and pushing. Half of the time could be spent in the cold fridge and freezer. I was working alone without a Personal Protective Equipment. I spoke to my manager who was solely responsible for me, and I requested to be allocated a least one staff to help me alleviate the hardship and to be provided with protective equipment for the fridge and freezer. He informed me that he could not allocate anyone because the company would not pay for it. He explained that he was allocated a budget to work with. It was also unlike to get the protective equipment I needed for the fridge and freezer. After six months of doing the job and learning all aspect of the role, I arranged to have a meeting with my general manager. I was unhappy with the work conditions. I have explained to my general manager that my role as the store manager was temporary, and it was necessary to find a permanent solution to the problem. He acknowledged. 
Within three days of my meeting, the company hired a new stored manager. My manager assured me he would give a training to the new store manager because he did not have the budget to pay us both for the same role. There was no need for me to do a handover. I was a relieved. Being the store manager and its challenges were no longer my responsibility.

4-	Cause and Effect (also known as Fishbone or Ishikawa diagram)
Ishikawa diagram also called fishbone diagram was created by Kaoru Ishikawa. It is a tool to by which you can create a road map breakdown of an event to show the cause and effect of a specific events. It is a tool to identify root cause of problem.

a)	What are the causes of the problem
The sudden resignation of our store manager meant we had to find someone well capable of doing the job by our standard with the level of knowledge to carry out the work. It was a three-person job which was carried out by one person. The lack of Personal Protective Equipment.
b)	What are the effects of the problem
I was unhappy because of the work conditions. I was coming to work feeling stressed every day. Even when I was not working, I was always thinking about work and how to deal my next delivery. I was always planning because I had no help. 

5-	SWOT analysis
	Strengths
	I understood the challenges of the job and I was confident to do an excellent job. I always focus on the solution of the problem.

	Weaknesses
	I was too keen to take on the challenge. My eagerness to prove myself.

	Opportunities
	I wanted to be a manager. This was an opportunity for me to get adequate training for the task of knowing what the responsibilities of a store manager are

	Threats
	Bringing up the challenges I was facing to my general manager meant the company needed to act quickly to find my replacement



6)	Personal reflection of the case study
I wanted to become a manager, so I applied for the position. I was given the opportunity. During my training, our store and delivery manager resigned. We needed someone to cover for the position. I wanted to help so when I was approached, I was happy to take on the challenge. It turned out to be a mistake. I had not anticipated the problems in taking on the job. It was difficult at first because I had little training, however I was familiar with certain aspects of the job. I was confident I could do the job effectively because of my positive approach to problem solving. I have learnt a great deal by working alone and my decision making quick to react for each challenge.



7)	PEST analysis
a)	Political
[bookmark: _Int_RqQhdFxX]After the 2008 financial crisis and the pandemic in 2020, the company faced a huge lost in revenues. It cut down staff numbers and restructure its pay policies. The company began redistributing 40% of service charge payments paid on cards to the back of house to encourage employee retention for some of their best employees. This has cause protest outside restaurants in the United Kingdom and United State. The waiting staffs were not happy of the loss of card tips. Some argue through their union group that consultation was not properly conducted and other says that this was in line with the legal minimum wage, which has forced the company to increase the waiters pay.

b)	Economical
[bookmark: _Int_WdX8qd06]The 2008 financial crisis and 2020 pandemic had an economic impact on the company as share price has plummeted by almost 15% after some of its outlets reported subdued revenue versus the pre pandemic levels. The introduction of certain economic restriction and sanctions have contributed to the cost-of-living crisis. The pressure on consumers meant the company had to take a more prudent and balanced view in its decision making if it were to survive and continue to trade for the foreseeable years to come.

c)	Social
The company has made positive contribution by addressing social, environmental, and ethical concerns by working in responsible and sustainable way. By promoting genuine and lasting difference to society, supporting customer wellbeing for the respect of the environment with positive contributions to society. By applying a sustainable sourcing, the company has increased its ability to reassure customer on where its products come from where it continues to work had in hand with its suppliers to reduce waste in arears such as package and food production both with supply chain and restaurants outlets. This process has permitted for the company to achieve 100% zero waste to landfill throughout all its stores. It has also encouraged all its suppliers to challenge their own organisation and suppliers to dispose of waste in a way that has a minimal impact on the environment.
d)	Technological
The company understand they cannot think about strategy and growth without thinking about technology. It believes that strategy and growth go hand in hand with technology for better guest experience. The company would like to view technology not as only an enabler but rather as a driver of business growth as it is in the driver seat next to marketing. Even though diners are increasingly tethered to and dependent on digital devices, the company takes appropriate measure to be cautious to not put in technology for the sake of having the latest technology to focus on how it would augment and assist in the company core business growth.


8)	Conclusion
I have acquired the necessary training by working alone while learning on the job every day in dealing with the day-to-day challenges at each delivery. I would not recommend for this type of job to be done alone or to lack personal protective equipment. I came through because I did enjoy the challenges problem solving and decision making, I had to take to complete all tasks. It has made me better and confident in carrying out my duties. The positive take on is the skills I have acquired are transferrable. One more working experience for my skill I can build on. I could consider a career in coordination, organisation, and planning... 

10-	Reference

https://opentextbc.ca/workinginfoodserviceindustry/chapter/effective-problem-solving-and-decision-making/
https://fs.blog/an-introduction-to-decision-making/
https://www.umassd.edu/fycm/decision-making/process/
https://en.wikipedia.org/wiki/Ishikawa_diagram
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