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Executive summary
In this report, I will apply recognised problem-solving tools and techniques to identify and propose solutions to a work-based problem, to include an evaluation of possible solutions.
I will consider the following aspects:
· define a complex problem in the workplace including its scope and impact 
· analyse information on the identified problem, to help inform the decision-making process
· propose a range of alternative solutions to the problem
· use a decision-making technique to evaluate a range of solutions to identify the most appropriate option
· develop a plan for implementing the solution
· communicate the plan to stakeholders
· assess appropriate monitoring and review techniques to ensure successful implementation of the solution.

1.Introduction 
The company where I worked for almost 10 years, gave me a lot of memories. There where good and bad days and everyday situations what happened on the daily basis and there where rare situations what happened occasionally. There were three shifts: morning, late and night shift. In this report. The workload was big, there were a tension between the shifts and the salary was relatively low.  I will define a complex problem including its scope and impact, analyse information on the identified problem, to help inform the decision-making process propose a range of alternative solutions to the problem, use a decision-making technique to evaluate a range of solutions to identify the most appropriate option develop a plan for implementing the solution communicate the plan to stakeholders and assess appropriate monitoring and review techniques to ensure successful implementation of the solution. The room service manager did a god job after the implemented changes the room service become a more efficient and better place.


2.Main body
Many days passed with busy service in the hotel, the workload was high, the number of staff almost always low, most of the time someone was sick or could not show up due to different reasons. The number of complaints was high in the department the guess satisfaction survey indicated there are changes necessary in order to improve the service. The salary made up two parts, the basic hourly salary that is in line with the current minimal wages plus the service charge what was depend on the monthly sale. Any wastage or shortages after stock take or complaint when the hotel did not charge the certain order for the guest was taken from the service charge. The workers had a feeling the management working on how they can take more and more money from our service charge. It had an impact on the workers mood and attitude and lead to increasing stress level in the workforce. The tension was growing between the shifts, particularly the night shift was the target, for some reason the day shift people was thinking the night shift is not doing too much. The night shift people were thinking the late shift not participating properly. It caused constant argument between the shift workers.  Because of the constantly busy environment, the people constantly reported high level of stress and were struggling to meet the expectations to finish their given stint. Many of my colleagues told they feel dreading to came back from their day off or holiday to start their shift because of the constantly hostile environment, high workload the other colleagues offensive behaviour. Due to the nature of the workplace, we are talking about a room service that is open in twenty four hours, seven days a week 365 days a year, means there is no certain point when we can say everything is ready. The service is constant in the room service it is never closed. Because regularly had to cover the shortage of staff people from other shift was taken to cover the gaps, it means a day shift person came sometime to the night to cover, the night shift staff member covered sometime the day shift. It caused extra stress and sleeping problem for those who had to work according to irregular shift pattern, and it is also affected the persons work quality. The supervisors and the room attendants continuously kept informed the manager, who was aware of the growing tension between the shifts. The problem was complex and it has extensive scope and big impact on the department efficiency. At certain point the manager felt it became necessary to make a one to one meeting with everybody. Certain time window was created to everyone in the shift for a personal meeting with the room service manager. He was listening and collecting the information that the attendances shared with him. The complaint about the others, and the useful details about what steps should be taken towards helpful changes was distinguished in the first place. The collected information was evaluated analysed and processed, and useful changes were implemented in the department. The direction of information was two ways, the leader collected the members opinion and suggestion, however some advice was given to member related their attitude towards each other and the necessary change in the communication between the shifts. On the face to face meeting the manager proposed a range of alternative solutions to the problem. Changes were executed in order to make the room service a better place to work there were changes implemented in lot of point in the work practise and task organizing. It is lead to a more efficient workforce due to the member new attitude towards the workplace and each other. I consider very important to add the manager made a great job by implemented the new changes and it is greatly supported our work. He proved his competence and understanding about how the business working is. We really liked him because his good character and we got support any time from him. Base on the collected information the manager implemented the necessary changes. One of the first change was introduced the  the starting time was modified and now there is  half an hour overleap between two shifts when the current shift team leader and the next shift team leader have time for the handover. They can discuss the current situation, can ask question regarding the current level of mise en place, what is the occupancy level and what service can be expected during the next shift and also they checked the change and signed the float shit. Because of this introduced chance, there were the information clearly passed, the next shift have clear knowledge about the available sources and there were no more “surprise” for instance if something was not available and was found out when an order was placed. During short period of time become this change proved it`s raison d'étre. With the handover the communication improved between the shifts the tasks were completed in the organised manner. The tasks were completed faster and more efficiently. There was another issue related to irregular shift. The manager was asking the members what shift is suitable for them and he made the rota according to. The member now satisfied because the rota was made according to their needs and the irregular shifts was decreased as much as possible. The room attendance now feel the management consider them for their colleague and working with them not against them. Before and after the implemented changes the manager  communicated his plan to stakeholders and the General manger. The changes brought positive turn in the department, the feedback from the guest indicated an improvement in the quality of service, the number of complaint significantly decreased thus the management also happier and the income in the room service increased because there were less complaint and had to give less complimentary to the guest for free. Was also successful the introduced selling up plan, what means after a selling up the member have received extra money and it is a strong incentive. Afterwards I made these necessary changes in the room service, I introduced the one to one meeting technic on the monthly basis thus I continuously able to monitoring the situation in the room service. It is required because I want to keep the good results what the department achieved and looking for the way how to make constant improvement as a response for the continuously changing environment. To keep the good balance in the department, constant monitoring an reviewing needed. 
3.Conclusion
As the report above proved, to introduce good technic always paying off. By the analyse of the information on the identified problem,  is a good help to support the decision-making process. As we learn in the class always strongly advised to choose the right tool for the decision making for example: Fishbone diagram, 
4.References
5.Appendix

References:

https://journals.sagepub.com/doi/pdf/10.1177/2165079918820866
https://allnurses.com/tension-am-pm-shifts-t118292/
https://www.citizensadvice.org.uk/work/rights-at-work/pay/problems-getting-paid/
https://www.tandfonline.com/doi/full/10.3109/07420528.2010.498067
https://pubmed.ncbi.nlm.nih.gov/12040537/
https://www.tandfonline.com/doi/abs/10.3109/07420528.2014.958494
https://www.ncbi.nlm.nih.gov/pmc/articles/PMC4676887/

1.Introduction 
2.Main body
3.Conclusion
4.References
5.Appendix


