PROBLEM SOLVING AND DECISION MAKING

















Name: Wafa Wajeeh Mustufa Nasser
Student Number: 1703942
Module Number: BMSK4004
Assignment Title: Problem Solving and Decision Making
Tutor Name: Mushfiqur Rahman
Word Count: 3937


Contents
EXECUTIVE SUMMARY	2
INTRODUCTION	3
PROBLEM SOLVING AND DECISION MAKING IN THE WORKPLACE	4
SCOPE OF THE PROBLEM AND IMPACT	4
THE PROCESS OF DECISION MAKING	5
IDENTIFICATION OF THE PROBLEM OR AN OPPORTUNITY	5
GATHERING INFORMATION AND ANALYSIS OF THE SITUATION	5
SEARCHING FOR ALTERNATIVES AND WEIGH THE ALTERNATIVES	6
SELECTING THE MOST APPROPRIATE ALTERNATIVE AND TAKING THE DECISION	6
IMPLEMENTATION OF THE DECISION TAKEN	7
IMPLEMENTING A DECISION	7
SWOT ANALYSIS	8
STRENGTHS	8
WEAKNESSES	8
OPPORTUNITIES	8
THREATS	9
PESTEL ANALYSIS	9
POLITICAL	9
ECONOMICAL	9
SOCIAL	10
TECHNOLOGICAL	10
ENVIRONMENTAL	10
LEGAL	10
CONCLUSION	11
REFERENCES	11




[bookmark: _Toc522410778]EXECUTIVE SUMMARY

Problem solving and decision making are known to be two highly important areas in the organization. It not only increases the organization’s progress but also an individual’s personal experience. There are plenty of issues faced in the workplace which are required to be solved by critical analysis and decision making process. Every decision that is taken to solve a problem that may be minor or major has its consequences which makes it vital for the decision maker to ponder upon the actions and decisions before making them. The relationship between problem solving and decision making is said to be complex because in problem solving, the key part is to make decisions. This report evaluates how problems arise and what problems must be prioritized to be solved along with relative real life examples. Furthermore, the importance of problem solving in the organization is of high importance because this element is often required in an employee for the job so that the individual can effectively analyze the issue being caused and solve it by making the required decision so that the work flow isn’t disturbed by such problems. 
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Problem solving aims at enhancing resilience in a quest of an organization to be creative and to sustain momentum for both the organization and the customers (Adair, 2013). The problem solving and decision-making skills are said to be a fundamental part of the modern management. Decision making in an organization is considered to be indispensable and continuous component for the management of the business.  The main aim of this report is to identify the problems faced in the workplace and find ways to solve the issues by implementing problem solving tools. This report is based on identifying and gathering information regarding the problem, nature of the problem so that decisions and initiatives can be taken to implement change in the organization.
For example, As I have been working as a hairdresser for the past ten years in a salon in London called Salon Vogue, the problems that I come across mainly includes the time management in the workplace, managing customers and team working. The main priority among these problems is the customer management and satisfaction. In this report, the problems are defined as well as their combined and individual effect on the organization. Furthermore, different solutions are proposed with proper consideration of the possible risks and benefits of the designed solutions. The decision is made by selecting the most effective solution so that it can be implemented to bring the change in the organizational activities. In the light of the problems that are listed, the most effective solution includes the innovative thinking and training workshops.
According to Morgan (2016) it is important to define and evaluate the issue first rather than making conclusions and focusing on the goal. Morgan (2016) believes that when a problem is well defined and several causes of the problem are evaluated and enough information is gathered regarding the problem, then the problem is more likely to be solved whereas focusing on the goal tends to restrict the thinking and leads to attempting a less creative approach. It is important to first identify the root cause of the issue that has been created and imposing an impact upon the organization. When the significant root causes which has triggered the problem are identified it is possible to determine the origin of the problem. After all the possible details and information regarding the problem is gathered, the solutions can be prepared. This aspect requires cohesive team work so that more ideas can be generated and best possible solutions can be prepared to be executed. However, before the implementation of the chosen solution, it is highly important to assess the impact of the actions that are to be taken. Furthermore, after the implementation of the selected solution according to the situation, the effects are required to be monitored and noted for the effectiveness of the solution. 
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Defining the scope of the problems being faced is highly significant because it would allow tackling a problem in a proper manner. The main problems which are required to be addressed includes the customer management and satisfaction, team working and time management (Goetsch and Davis, 2014). All these areas have a major role in running the organization smoothly. These issues are identified to be correlated, if the time management is disrupted, the customer management becomes difficult. However, team working as a whole has a high impact upon the creativity of the organization and tends to affect most of the organizational operations (Kaplan and Norton, 2008).
There are several sets of techniques which help in problem solving and the decision making process and makes it quite easier for the individual to effectively analyze the situation by all possible means. It is important to find the root cause of the problems being caused and design either a temporary or permanent solution for those issues (Mullins et al., 2010). It is important to determine why the problem is being caused rather than finding out who is responsible for the problem. As this causes a negative impact upon the organization because blaming each other for the problem causes more disruption and gives rise to another issues which makes the decreases focus upon the main issue. An effective management team or a manager is required to address the issues rather than blaming and holding someone responsible for the problem. Thus, it is essential to look upon the problem from different perspectives so that more effective solutions can be strategized.
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The most influencing method that can be utilized for the decision making process are both the rational and intuitive as well as creative approaches. Most of the times, there are several steps that are required to be taken when it comes to rational decision making which includes the following steps:
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Identification of the problem is the first and basic step to initiate a rational decision making process. Without identifying the main problem, no decision can be taken. It is important to note that the rational decision making process is applicable when it comes to take decisions of the most complex problems that may occur in the workplace. In order to solve a problem, it is highly important to initially determine what the actual problem is (Beach, 2014). Sometimes, it is obvious but it is quite important to check and evaluate the problem in a proper manner. Mostly, when a problem occurs, an individual tend to notice the symptoms and not the actual cause i.e. first the person who is held responsible is noticed rather than analyzing what was the cause of the problem. Furthermore, for an effective leader it is highly important to look at the root cause of the problem (Course, 2015). The main problem faced in the organization I work at is mainly customer management identified by critically analyzing the sales of the organization and employees reviews. 
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When the problem is identified, it is important to gather the required information regarding the problem and ask this question that what kind of information is required to know more about the problem (Goetsch and Davis, 2014). To identify the cause of the problem it is important to consider the following questions. What have others or I have observed regarding the problem? What was others or I was doing when the problem took place? Does this problem needs to be addressed right away?
This is the kind of information that may be required by in order to evaluate the problem more deeply. For example, the issues that I face in the workplace in my business includes the issues such as the discrepancies between actual and the expected cost of the hair care items or machinery, the labor costs that are required to be reduced, lack in budget for the renovation of the salon and also the disputes that occur between the staff in the workplace.
It depends upon the complexity of the problem that which kind of method must be applied for the problem solving process. The whole situation is required to be analyzed, not only the problem itself. Sometimes, it may be obvious in a situation that what the problem is and how it is required to be addressed but after analysis, if the solution is not available it is important to move to the next step that is to search for the alternate options. For example, to solve the problem of customer management and satisfaction, my team and I in the organization collected data and information of the issues that were being faced by the customers such as unavailability of a service or not providing service up to the requirement of the customer.
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Searching for alternatives means to look for any other options which may lead to solve the problem in an effective manner (Mullins et al., 2010). Brainstorming is a technique that can be practiced within a group of people in a workplace to come up with the alternatives to solve the problem by different means. Brainstorming helps in the identification of the potential alternatives and it also helps in looking upon one problem at a time in an influential manner. 
When several solutions are in sight it is important to analyze which option is better and which one is the best to apply to the current problem. When there are different minds, different and potential ideas are generated by which it becomes easier to solve a problem. After listing the possible alternatives by the help of brainstorming, pointing out the ones which can be more effective than the other aids in leading to acquire the best possible solution (Kaplan and Norton, 2008). Also, it is necessary to note that even the simplest of ideas are important and can help in generating and strategizing solutions. It is not wise for a leader or decision maker to hastily solve a problem without even considering the best possible solutions. By weighing the alternatives, the options which has more beneficial consequences are selected and the others are rejected after proper consideration.
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Selecting the most appropriate alternative is a decision itself. After weighing all the possible solutions, the most appropriate option is chosen which is suitable to the problem at that given time (Goetsch and Davis, 2014). There are many factors analyzed while selecting an alternative which may include the current situation, time period and expected affectivity of that solution.
Taking the decision regarding selecting the appropriate option is the most important step in problem solving and decision making process. It is basically taking the initiative towards follow what has been decided (Course, 2015). When taking the decision, these are the following factors which are required to be considered it includes the impact that the decision would have on the organization, effect caused on the public relations, influence on the organizational climate and the employees, legality, cost and ethical consideration (Kaplan and Norton, 2008). For example, the solution for the problem of customer satisfaction lies in proper training of each individual and overviewing the issues constantly being faced by the customers. 
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When the decision is taken, its proper and complete implementation is required by the decision maker so that it can be practiced that a way which helps in avoiding the problem in an effective manner. Furthermore, the decision must only be implemented when an individual is aware of the consequences that may be caused after the implementation i.e. outcomes must be expected.
After the implementation of the decision, the last step is to evaluate the outcomes of the action that is taken and what effects are caused by it. It is important to analyze whether the problem being faced is addressed properly or not (Beach, 2014). If the decision that is taken is successful, it means the decision was appropriate for the problem but if the problem fails to be resolved then it is important that the whole process is done all over again so that the problem can have a required possible solution.
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Making decisions is seen as both an easy or difficult task, it depends upon the perspective of an individual on how the problem is being addressed. Making and not making a decision is said to be a decision itself. However, when a decision is postponed, a number of alternatives and options may be eliminated as some of the alternatives are only available for a certain period of time (Matzler et al., 2007). When a problem is not dealt effectively, it may lead to affect other operations of the organizations. For example, in my business, if I don’t deal with the demands and complaints of the customers in an effective manner, then the customer is more likely to be annoyed and frustrated which can affect the customer service experience as well as customer loyalty and may create a bad impact to other customers. This case shows how one problem gives rise to another problem if not dealt in a proper manner. For getting a solution that is highly satisfactory, it is important for me to work hard so that I can manage a problem at its given time and avoid causing another problems.
Once a decision is made, it is required to be implemented properly as with the major decisions a more detailed planning is required i.e. all aspects are considered before the implementation. For example, if the salon required a redesign or new equipment, I must consider all aspects and consider all the consequences that my decision may have on the workplace. Furthermore, the employees may require additional training or making announcements to the customers about the redesign and schedule of the salon. According to Course (2015) whenever a decision is being implemented, the results must be evaluated which is because the outcomes are observed to give highly valuable advice regarding the decision making process and its affectivity. Whereas according to Kanj (2015) pondering upon the outcomes of the decision that is implemented, the appropriateness of option that is chosen and the success of the implementation it can also be determined in depth. However, Spaulding (2005) observed that this kind of information can be utilized the next time when a same kind of decision is required to be made which increases the affectivity of the company’s response to a certain situation. 
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The framework of SWOT can help in the identification and analysis of the key problems that have an influence on the business (Harding, 2017). According to (Phadermrod et al., 2016)Although this framework does not provide any solutions but give an insight upon the main influencing factors of the organization by which the management can strategize solutions. For example, applying this framework on my business can provide me with the clear insight on what are the internal strengthening factors and weaknesses so that I can take advantage of the strengths and avail the opportunities and overcome the weaknesses in order to avoid the threats.
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The internal strengths of my business (salon) and I being a hairdresser includes:
· Good communication with the staff.
· Cohesiveness in operations and management of work.
· Problem solving skills that includes dealing with the customer issues properly.
· Training and development for the whole staff in order to improve the productivity, increase the employee engagement and enhance the customer service.
I can take as much advantage of my strengths as possible and maximize my opportunities for the progress of business. As in London, the main focus area in business is to enhance the proficiency and increasing and practicing problem solving skills and going through the process of decision making.
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The weaknesses faced in the organizations can be both long term and short term. It is important to focus and prioritize the weaknesses so that it can be evaluated which ones require more focus and attention. This analysis leads to avoiding threats as much as possible in the organization. For example, the main weaknesses required to be addressed in my business and myself as an employee includes:
· Lack in management skills
· Improper work culture 
· Generally, In terms of problem solving and decision making, there are conflicts upon one decision which gives rise to more problems
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It is important to capitalize upon the opportunities. For example, in my business I can avail the following opportunities if I focus on my strengths:
· Effective leadership
· Effective decision making for the business matters
· Provide training and development to other employees to enhance employee engagement and quality of work
· Strategize solutions for the problems that exist.
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Threats mostly arise from the weaknesses that are not identified and addressed. In context of my business, the threats that my business may possess includes:
· Disruption in working environment due to lack in management skills
· The improper work culture can affect the perception of the customers and can decrease the customer loyalty.
· The conflicts in decisions that are made can create conflicts between the employees.
In order to avoid the threats in the organization it is important to come up with the best possible solutions. It is significant to notice that although by SWOT analysis the solutions are not provided by it gives the decision maker an insight in the key areas of the organization which are required to be focused.
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According to Issa (2010) in order to analyze the external factors that affects the organization the PESTEL framework is the most affective. It helps the management team to identify the factors that are influential upon the organization so that its impact can be managed effectively. Both the internal and external factors are required by the management team to identify so that the most suitable solutions can be strategized. For example, in my business, I want to expand my business and improve the quality of my organization’s productivity and deliverance of work for which I require to analyze how the external factors affect my organization.
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The political factor mostly influence the organization when a government tends to intervene in the economy. Such as the government policies, the stability and instability in the politics in the overseas markets, tax policies, the labor law and the environmental laws. In context of my business, it is not much affected by the political aspects. The employees in my business are hired on the minimum wage according to the policy that is practiced in the UK.  But if there is any instability in the political parties, it can affect the overall business. Such as due to Brexit, many businesses have been affected due to the constant changes in the economy. Political factors often have a certain impact on how the organizations do business, it is important to follow the required laws in order to avoid any kind of political issues (Issa, 2010).
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Economic factors mainly affect the profitability of the organization. The economic factors that mostly affect the organization includes the economic growth, exchange rate, customer’s disposable income as well as the businesses and the interest rates. The economic factors may also include the income of the people which depends on what class is being targeted by the organization. For example, in my business, the cost of hairdressing is flexible i.e. different and affordable rates for all kinds of customers with assurance of quality of work. Furthermore, the main affecting economic factor on the salon business can be economic condition of the company which somehow affects the economic growth of the customers hence affecting the business.
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The social factors or the sociocultural factors are those external factors that affects organizations the most. Basically, the social factors includes the behavior, trends, shared beliefs and the attitudes that are being followed by the population the organization is surrounded by. Also, further these factors includes the health consciousness (which affects my business the most), career attitudes as well as population growth and age distribution. Taking example of my business, it is important to understand how the customers can be impressed by the services that are being provided by our organization i.e. the trends that are being followed and mostly the health consciousness among the population. If the hair care is being followed by a majority of the individuals, it can positively impact my business. 
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The pace of the technology is hard to follow by the organizations. But one of the main influencing factors includes technology i.e. if an organization is not in sync with the technological advancements then it may lag behind. Technology effects the organization in the way the products and services being marketed. Also, operations in the organization must be following technology in order to lessen the labor and increase productivity in the workplace. For example, in my business, technological aspect is mostly considered important. The growing technology of the hair care machinery is used. In terms of marketing, the technology is also used to market the services and gain more customers such as by means social media sites and online advertisement. In context of my business, the technology has brought about ease in many processes and increases productivity and the pace by which the work is being done.
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This factor usually comes into consideration when it comes to whether the organization is following the environmental laws and ethical values of the environment. If the organization is in anyway causing pollution to the environment it results in bad reputation and the customers mostly demand the products and services which are being ethically processed and practiced. In context of my business, the environmental laws are being followed i.e. no harm is being done to the environment and the services and products as well as methods are ethical so that the organization can maintain its sustainability.
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In the legal external factors, the most influencing factors include the health and safety regulation for all the staff working within the organization, advertising standards, equal opportunities, the rights and laws of the customers being followed as well as product safety and labelling. For example, In order to avoid any kind of legal issues, in my business the health and safety is assured to the staff and equal opportunities are provided by the help of performance management of each of the employee effectively. The consumer rights and laws are followed and each customer is dealt in an equal manner with quality services.
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In conclusion, the rational decision making is used for mainly the problems that are complex. But even the intuitive decision making and its enhancement is important in the professional life. For the employees, the problem solving and decision making skills are important to be considered and polished as it may lead to a better career advancement. Furthermore, the leaders and managers of the organization must use a proper framework when it comes to analyze the organizational issues so that all aspects are taken into consideration before implementing a change in the organization. There are certain aspects that are to be considered as well as outcomes that must be evaluated before taking a decision. The daily workplace life is affected by the decisions that are made each day within the workplace, so it is highly necessary to be fully aware before making such decisions. Training and development programs can lead to a better understanding of the problems and how to tackle certain issues in the organization respectively.
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