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[bookmark: _Toc521597332]Introduction:
In this age of digitalization and globalization, organizations have various strategic and tactical steps to achieve organizational goals. So, organizations have appointed better and skilled candidates for their tasks and objectives. To solve problems and make a better decision is important for employees to accumulate with the flow of organizational behavior. Problem solving is the systematic process of doing the right thing between actual and expected situation. According to Vohra, he stated that organizations have various problematic situation to face and employees are the main focus and key to solve those problems in a very strategic way to accumulate with the flow of organizational performance (Vohra, 2009). Problem solving is actually the situation of selecting the best possible options and to analyze the outcome. For managers, problem solving is needed and essential in every aspects to reach the specific goals. Problems tends to sound negative but problems create opportunity and thus organizations are graving those opportunities in a bigger way by making decisions based on those problems. Problem solving and decision making actually interrelated with each other. Decisions are based on the outcome of problems. Decisions are actually the choice among various alternatives (Problem Solving - Definition, n.d.). In this report, I will analyze my workplace problems, various issues regarding problems and to overcome and to make proper decisions to accumulate with the activity by organizations to achieve organizational goals and objectives. 
[bookmark: _Toc521597333]Definition of Problem:
Definitions of problem are many. But the most approved and authentic definition of problem in workplace is the gap between actual states and desired states of situation among the employees (Problem, n.d.). Workplace problems are bit different because of the employee engagement, workplace environment and various internal and external factors. According to Zaha, he stated that problems are opportunities to grab which may create a better outcome in the log-run for both employees and management (Zaha, 2014). 
[bookmark: _Toc521597334]Definition of Decision-Making:
Decision making is the primary and modern function of management. According to the Oxford Business Dictionary, decisions making is actually the process of deciding very essential and important for groups or individual in organizations to achieve organizational performance. Decision making is the process of selecting among various alternatives to solve different problems (Decision Making, n.d.).
[bookmark: _Toc521597335]Defining Problem with Scope and Impact:
There are various problems in the workplace found now a days. As I am working in a restaurant, I have faced a lot of problems that manager is not effective and efficient enough to handle employees, staffs and chefs. Sometimes customers have various complains against restaurant’s foods and service. The main problem is the negative responses of customers. Customer’s feedback are most of the time is negative as they didn’t get prompt service. So, service recovery and customer satisfaction is the main problem in my point of view. So, the problem statement is-
“Customers are generally unhappy and unsatisfied with services they are being served and there is a lack of responsiveness among the employees of the restaurant”
Customer satisfaction and customer retention are the essential elements for restaurant business. Here, the main problem is responsiveness and the negative feedback from customers. While solving those problems, restaurant will make a good decision and their effectiveness will be higher which may create better opportunity and scope for reaching out more customers with existing customers based on those solutions. According to Gary M. Thompson, he stated that social media presence is the best opportunity for any business specially restaurants (Gary M. Thompson, 2013). So, social media presence will be the best scope and the impact will be better among those customers as restiveness and quality will be assured. 
[bookmark: _Toc521597336]Analyzing, Defining and Investigating Problems in the Workplace:
Restaurant workplace is very much sophisticated and complex. If any employees does a mistake, the whole process will be late or void. According to Eugene F Ferraro, he stated that problems are mostly dependent on the internal factors and the most part depends on customers (Eugene F Ferraro, 2012). So, to analyze the problem, feedback is important. In my workplace, manager is not active. The main problem is the manager can’t maintain a warm relationship with customers. After defining the problem, some major problems like lack of workplace motivation, employee engagement found which actually causes the service failure. According to Zeithaml, he stated that the most important part of service is to give the after sale service and service recovery for any services failure (Zeithaml, 2007). With the stated statement of Zeithaml, restaurant business is dependent on the customer satisfaction. So, they gave a feedback that overall service is too unresponsive and waiters are not very friendly with customers while serving foods. So, responsiveness is the bigger issue for my restaurant. As an employee, finding problem and solving that problem with proper decision is also a responsibility for me to maintain and achieve the goals and target of my restaurant.
[bookmark: _Toc521597337]Importance of Problem Solving and Decision making in Workplace:
Problem solving is a technique or a skill for both employees and managers in organizations. Problems may be big or sometimes it can be small. But to solve problems are essential for any large or big companies to achieve organizational goals. According to Hesler, he stated that workplace environment is determined by problems and solving those problems are important for decision making process and procedure (Hesler, 2010). Organizations battle with naturally similar issues a seemingly endless amount of time but this process has been compromised due to the proper problem solving and decision making by the management. 7 steps of problem solving are important to follow to make decisions in the workplace. At first, the problem should be defined correctly. Without knowing the fact and situation of problem, decision making will be hampered. In organizations, employees actually identify problems and make some initial decisions which are known as rational decision making process. After finding problems, problems should be analyzed properly. According to Zamper, he stated that problems are needed to be analyzed with proper investigations (Zamper, 2006). To justify the actually fact of the problem, investigation is must. When analyzing is finished, choosing alternatives and monitoring those situation is essential for organizations to accumulate with the change in workplace. So, importance of problems solving and decision making are interrelated and important for workplace environment.
[bookmark: _Toc521597338]Analyzing Information for Decision Making Process:
Information analyzing the process and systemic procedures for making a rational decision making process in organizations. Among all the theories and relative data, information and various sources, 5Ws is one of the basic source of collecting information to make a proper decision for organizations. This 5Ws actually relates, what, who, where, when and how. So, 5Ws for the problem that has been stated above is given below-
1. Why service of the restaurant fallen down?
2. Who are the responsible personnel for the restaurant?
3. Where customers are wanting changes?
4. When the problem can be solved?
5. How strategies and tactics can be implemented?
A written problem statement should be written to find the main reasons of service failure in Clos Maggiore restaurant. This actually helps to tackle with the main issue/problem. With that written problem statement, each and every personnel will be well known and informed about the problem and will work to solve. By writing a statement of problem, I can measure the solution and proper steps to solve and make a decision. After that responsible authority in the restaurant should be focused to analyzing information and data sources. Sometimes manager and employees both have some interpersonal communication skill and thus it effects the restaurant service and customers give negative review which hampers the operation of activity of restaurant. Hence, information is needed to gather and collect data sources with proper alternative options (Decision Making, 2016). After that, the problem states where customers want the change. In problem statement, the main problem was lack of responsiveness and that is the prior concern of customers. The problem can be solved with some internal and external factors. Those factors are the key points for making a better decision in the workplace. At last, strategy implementation, monitoring and action plan are important steps for those problems to solve and decision making to ensure a better workplace in the restaurant.
[bookmark: _Toc521597339]SWOT Analysis (Internal Analysis):
Problem solving and decision making process is dependent on some internal and external factors. From the problem statement of our findings, we have found there is a lack of customer satisfaction in the restaurant and the employees of their restaurant is failed to give the prompt service to its customers. According to Zaha, he stated that customer satisfaction is important for any service providing organizations to improve their organizational strengths and opportunities (Zaha, Marketing Management, 2008). As restaurant business is mostly dependent on customers, so customer satisfaction is needed. To improve and solve the problem according to the problem statement for making a better decision, internal communication of the restaurant among the employees, personnel and staffs are necessary. For analyzing this situation and internal communication among employees, SWOT analysis is the best model to analyze. 
Strategic management is the process of making, evaluating and solving problems and analyzing decisions for achieving the organizational goals and objectives. According to David, he stated that reshaping problems and making decision will influence the opportunities for an organization (David, 2003). For strategic planning and management, organizations can use SWOT analysis as a tool which can briefly elaborate the internal factors of problems, opportunities, issues and future possibilities. Restaurant business is competitive and as our problem is lack of responsiveness, internal communication and tactical analysis are needed which can be done by doing the SWOT analysis. Any organizations begin with two environment. One is the internal organizational environment and another is external. As SWOT analysis is already mentioned, it is necessary for analyzing SWOT analysis for strategic management and organizational performances practices.
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Figure: SWOT Analysis
Source: http://www.sosyalarastirmalar.com/cilt10/sayi51_pdf/6iksisat_kamu_isletme/gurel_emet.pdf 
Here the model is showing the internal and external factors which is divided by two sub category. Internal factors included strengths and weaknesses of the organization. External factors included opportunities and threats. According to Thompson, he stated that SWOT analysis is a tool which is small but powerful to shape the internal and external factors of organizations based on the market strengths, competition, current and future opportunities and threats (Thompson, 2006). 

Strengths:
Strengths of our stated restaurant are brand image and brand perception. The restaurant has both hotel and motel services which has been operated for 24/7. As an employees, the problem is stated above. According to the problem, the restaurant has some potential strengths. The brand image and brand positioning are on top on the customer’s mind which is the strength of the restaurant. According to Kotler, he stated that brand image is the effective term for any business organizations to create a positive perception on customer’s mind (Kotler, 2011). Unique image and customer perception will create a long-term relationship with customers. The restaurant has some premium suit and services for elite customers and so, that is reflecting the string brand positioning. According to Zeithaml and Zaha, stated that distinctive brand image is known as the brand positioning (Zeithaml. A; Zaha, 2005). So, the restaurant has already achieved distinctive brand image by offering various services which actually made them the UK’s top rated restaurants inside London.
Weaknesses:
From the stated problem, customers are unhappy with the service and there has been a lack of responsiveness or customers aren’t getting the prompt service now a days. Several issues are there which regarded as main problems like manager can’t interact with customers, lack of employee engagement and motivation, staffs and chefs aren’t sometimes getting leisure period for them etc. As a result, whole service system has been failed which causes a lot for the restaurant. So, these are the main weaknesses now. As the restaurant has a big reputation and brand image for its years of achievement and quality service, these services failure will bring some negative factors in the long run. According to Dejan, he stated that service failure actually happens when internal communication hampered (Dejan, 2011). So, these problems are the weaknesses of Clos Maggiore restaurant.
Opportunities:
Opportunities is the external factors depends on various macro environment. For Clos Maggiore restaurant, opportunities are to create a superior customer value with value proposition and different segmented offers and prompt service. As the restaurant is already a brand in London, it has a huge opportunity to expand its business.
Threats:
Rapid entrance of various local restaurants offering foods and services in a cheap rate, competitive play etc. are the main problems of Clos Maggiore restaurant in my point of view. As an employee, current situation of the restaurant is good but there is a huge gap between the desired service and actual service for the customers. As a result, customers are now a days giving negative feedback against our service, quality of food and staff behavior. Sometimes customers directly ask manager to take the orders which actually the job of waiters. It actually hampering and affecting a negative impact on the customer’s perception which is regarded as internal threat for the restaurant. But as threats ate considering as external factors, competition, new restaurant, joint-venture, branch expansion of other restaurants are the potential threats and external factors for Clos Maggiore restaurant.
[bookmark: _Toc521597340]Challenges and Problems through SWOT Analysis (Internal Analysis):
Challenges and problems may arise with the SWOT analysis. As we have analyzed the internal analysis of the restaurant, some problems already arisen because of some planning and creativity, managerial problems, HR functions of the restaurant, culture of the employees as well as customers, financing, legality and technology. The main challenges that have been found by SWOT analysis is given below-
1. The restaurant sometimes can’t give the desired service for their customers and thus brand image is effected very badly. As discussed in the SWOT analysis, Clos Maggiore restaurant has a strong brand reputation for its premium service and quality of foods, facilities etc. But the restaurant now a days facing various problems internally and externally. Manager isn’t effective enough to manage all customers and there has been a personal clash between employees and managers which is really bad for the reputation of Clos Maggiore restaurant.
2. The marketing and HR management now a days is very much proactive and thus something is happening internally in the management. As a result overall services go down. With the updated system and information, the restaurant doesn’t taking any e-booking for the last few days because of some reasons which effecting badly to the management and other managerial functions in the restaurant. 
3. Technology and legality is one of the main issues for the restaurant. According to Steven Higgins, stated that technology and digital implementation is increasing the output of a service oriented organization (Steven Higgins, 2012). But the restaurant has some problem with implementation of technology like E-Booking, Social Media Customer Service. Which actually decreases the brand value and distinctive positioning for the company. 
[bookmark: _Toc521597341]Tools for Decision Making and Problem Solving (Force Field Model Analysis):
Force Field analysis is one of the vital and important tool for organizations to analyze the internal and external situation of the company. According to Wilson, he stated that most situation in organizations have been accumulated with two factors. One factor encourages the situation and other discourse (Wilson, 2000). The model was invented by Lewin. He stated four forces and categorized it into two parts. Driving forces actually pushes and forces a particular direction or a particular path. Driving forces are actually reflects the change that management/organization actually needs. On the other hand, restraining forces are opposite to driving forces. Restraining forces are like the wall or the obstacles of driving forces. Restraining forces tend to stop the improvements. When driving forces encountered by restraining forces, a level of equilibrium developed. To maintain this equilibrium, sometimes either driving forces or retraining forces need to be increased or decreased. Force filed analysis actually a management technique to see and analyze the situation of a management, what actually needs and what forces will interrupts. According to the above problem in Clos Maggiore restaurant, the restaurant has some problems and issues. Those issues and solution for the hotel management is given below with a proper analysis based on the Force Field Model.
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Figure: Force Field Model
Source: https://media.licdn.com/mpr/mpr/gcrc/dms/image/C5112AQFq6RTT2W0nmA/article-cover_image-shrink_423_752/0?e=1539216000&v=beta&t=fSDYF4oOWUuAcmINVB7M22f9wBvooeE60DQqwyRpTWk

Driving Forces:
The driving forces for solving the problems are given below-
1. Restaurant needs a strong management and to develop a better internal communication among employees.
2. Restaurant should implement a better technological mode of communication system to interact with their customers and stakeholders.
3. Employees and all personnel should practice a centralized corporate culture and maintain a mutual relationship.
4. To ensure better quality and service, the restaurant should give adequate training to its employees.
According to the stated problem, these are the driving forces that need to be developed and adopted by the restaurant management. But some restraining forces are also found because of the internal and external reasons and they are given below-
Restraining Forces:
1. Strong management depends on the macro environment and some other external factors which depends on restaurant’s core business strategy and board of directors. Which can restrain from improvement for the restaurant.
2. Implementation of technological system for internal communication depends on the adaptation, employee engagement and various internal factors which are mostly dependent on the stakeholders of the restaurant.
3. Culture differs from country to country, nation to nation. Same corporate culture will hampers the operational procedure of restaurant which may leads to a conflict among the employees.
4. Adequate training is time consuming and costly which is a threat.
[bookmark: _Toc521597342]Solutions:
Problems are many for the restaurant. But the main problem is, restaurant is unable to provide the prompt service and failed to ensure customer satisfaction. From the above analysis and investigation, some solution are recommended for the restaurant management. Those are given below-
1. Discuss with the board of directors of the restaurant and stakeholders to improve the internal and corporate culture of the management.
2. Implementation of new technology is costly. But the restaurant has a positive and superior brand image. So, there should be a revenue sharing proposal by the top management to its stakeholders which actually beneficial not only for restaurant management but also for the investors and stakeholders.
3. To maintain prompt services, electronic token system should be better and premium clients will get some extra welcome services for their warm gratitude.
[bookmark: _Toc521597343]Decision Implementation Strategy:
Decision implementation strategy actually refers to some extent that is both internal and external. Restaurant’s decision and overall procedures come from the owner, stakeholders and investors. So, as an employee, my problem was service failure and customer dissatisfaction which actually hampers the brand image of Clos Maggiore restaurant. To solve customer dissatisfaction and offer prompt services, restaurant management should evaluate the current financial status and market share to adopt those solutions for implementation. The restaurant can-
1. Communicating with stakeholders for implementing those strategies and tactics.
2. Further communication with line manager.
Apart from this, during the implementation of solutions and decisions, some problems may arise. To overcome and solve those problems, management should-
1. Critically evaluate the outcome and benefit of the implementation strategies.
2. Monitoring and approving all levels of techniques for better implantation process.
[bookmark: _Toc521597344]Communication with Stakeholders:
Stakeholders are the important part of an organization. From the above discussion we have found some problems and solution. But without a discussion with stakeholders, it is risky to implement any strategy or tactical decision for the restaurant. It is better to maintain an internal communication with stakeholders about the problems and solutions. Management should push the decision making process from the lower level with a mutual agreement of stakeholders. Management should share each and every information with stakeholders to accumulate with the flow of the restaurant. As technology is costly, so it is needed for the restaurant authority to adopt some long-term scheme and profit sharing policy for stakeholders to further investment. Stakeholders are the persons whose attitude, behavior and any activity have an impact on the business or in the company (Lan Linton, 2018). So, informing and letting them know about any implementation procedures are essential and effective for an organization.



[bookmark: _Toc521597345]A Letter to the Line Manager:
9/8/2018
The Line Manager,
Clos Maggiore Restaurant, London
United Kingdom
Dear Sir,
This is to inform you that the services and overall operational functions are being hampered because of some internal and external reasons in our restaurant which causing a great customer dissatisfaction and decreasing our sales. As a result, with the top management and stakeholder’s opinion, we have agreed to implement some long-term strategies for the betterment of our brand image and present situation. We have analyzed the problem that customers are dissatisfied and unhappy about our service which actually means there is a lack of responsiveness on our service. According to the problem, we have come up with some solutions for implement. 
Objectives of Implementation:
As customers are dissatisfied, we are losing our customers and so our sales also decreasing. We have a strong brand image for the last several years in London because of the service quality and customer satisfaction. But now a days customers are complaining about our service. The main objectives of implementation those strategies are given below-
1. To cope up with the current situation and future threats.
2. Restaurant market is competitive. So, it is the high time to implement technological facilities for reservation, premium suit booking, corporate meeting etc.
3. To develop a new brand image on the new as well existing customers.
Therefore, it is my kind and sympathetic request to you to grant our proposal and give us your sensible answer regarding the issue.
Sincerely yours,
Mr. X
[bookmark: _Toc521597346]Monitoring:
Without proper monitoring, no strategy or tactical decision can be implemented and followed successfully. Getting customer’s feedback, mystery shopper etc. will help to monitor and ensure the strategies successfully.  
Getting Customer’s Feedback:
When a customer leaves the restaurant, restaurant management will give him/her the paper for rating his/her experiences with the restaurant. Based on that data, top management will see the outcome and can also monitor the implementation process of newly takes steps.
Setting Key Performance Indicator:
After implementation strategies and tactics, KPI will able to indicate the current situation of the business objectives of the restaurants. Using key performance indicator will demonstrate the business objectives and it will affect the implementation process for the restaurant.
[bookmark: _Toc521597347]Conclusion:
Problem solving and decision making process is interrelated with each other. Most of the cases, organizations solve their critical problems in a very strategic and effective way and failed to solve an easy problem to solve. As we have discussed about customer dissatisfaction in a restaurant, we have analyzed various theories, models, tools and information to analyze how business problems and decision making is made. Implementation process and decision making process is the crucial part of problem. Last of all, monitoring system will actually enable and reflect the result of implementation and decision. There are many ways to monitor which vary from business to business. But it is necessary for every business organizations to monitor, control and investigate any business and tactical change of business organizations. 
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