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[bookmark: _Toc110770766]Introduction:
Organizations and managers are working hard to create a productive and long-term environment for both employees and employers. Several internal and external factors have good or negative impacts on management as a result of the fast shift in managing behaviour. When presented with difficult situations, management always seeks the most effective answer. Managers may make decisions on a number of issues including employee dissatisfaction by utilizing strategies such as collaboration, reviewing, and analysis. The goal of this research is to focus on a specific management issue and use an effective decision-making technique. In order to handle management difficulties, several decision-making processes will be examined. Students can weigh the pros and cons of different ways of solving problems and making decisions in the context of any organization.
[bookmark: 30j0zll][bookmark: 3znysh7][bookmark: _1fob9te]Effective Problem-Solving Policies and Criteria:
[bookmark: 4i7ojhp][bookmark: _2xcytpi]Managers may use the "5 W" analysis to gain a better understanding of recurrent and changing occurrences in order to make better decisions. Examining and assessing the facts in a given issue is a methodical strategy for management to arrive at management and organizational decisions that result in successful problem resolutions. Organizations may use the 5 W's Method among all theories and data to increase employee satisfaction in any product or service operational section. The 5 W's Method is an excellent tool for increasing employee satisfaction.
[bookmark: _Toc110770767]Evaluating Problem Solving Policies for Effective Decision Making:
Now according to the managerial perspective for evaluating the problem and effective solution with decision make, 5W’s is discussed below-
1. Who is responsible for this problem?
2. Why did it happen?
3. Where is this happened and the places of change?
4. When can a solution to the problem be found?
5. How it can be found?
According to Özkanet al (2019), any organization has a strong brand reputation and brand image. But nowadays, care centre executives are responsible and not capable of meeting the minimum service that has been expected by customers because of their team leader. For example, the failure of a team manager to manage call AHT’s leads to misinformation and, at times, misbehaviour from employees taking the call. The ‘why’ quotient can be described as such when an individual (c-care executive) while handling an angry customer fails to give justification or answers to the customer’s critical process-specific technical questions. The quotient of ‘how’ fills in as customer care unit will not have the required training on the updates to support a revision in call rates in telecom GSM services. In this case ‘where’ is supported from the telecom/real estate telesales or customer care sector’s example, the customer service executive will eventually fail to provide the desired service. This is where the ‘when’ plays its role in the above-mentioned issue which can result in performance matrices evaluation degradation or humiliation via PIP (a three-to-six-month performance increase program). Based on the company's 5W analysis, employee engagement and relationships have gotten worse, which is a need for any business (Shively et al., 2018).
Hence, from the abovementioned context, it can be concluded that employee satisfaction depends on the aspect of tardiness. This can be evident in the works of Paais and Pattiruhu (2020) with an employee who is consistently arriving at work later than the stipulated start time. According to the studies, there is a correlation between tardiness and withdrawal behaviour, which might manifest as absenteeism and job turnover. Employee tardiness is an unfavourable type of employee psysio-psychological condition that directly affects employee turnover. However, the underlying causes may be addressed. Work pressure, acquiring of lifestyle diseases or fatal health issues, excessive drug or alcohol intake, disrupted sleeping habits, and also daily activities and self-made procrastination are all possible reasons for tardiness. Even though these are the most common and reasonable reasons, most employees say that they are always late because of things like bad traffic or personal problems.
[bookmark: 1ci93xb][bookmark: _3whwml4][bookmark: _Toc110770768]Problems and their Analysis:
[bookmark: _2bn6wsx]The human resources and marketing departments are proactive with the recent downward-sloping global market trends post-COVID and the current war situation. The data mentioned in (Ortiz (2022), states that despite the fact that the outbreak made property appraisals difficult for much of 2021, real estate sales increased significantly. In 2020, around 5.64 million more home’s purchase are expected than in 2017. This point to global trends and say that the rise is likely due to customers having more money to spend. Newly constructed homes are evolving due to the increased involvement of both a buyer and a seller’s plan with a supporting flow of money. This surge is also increasing pressure on workers. Twenty-three percent of employees report being late at least twice a week, indicating that tardiness is a worry for some. The survey conducted by Spagnoliet al. (2020), stated that they were discouraged from being on time for work because they perceived their managers' behaviour to be autocratic and uninspired. Hence, it is a fact that employees attribute their tardiness to a range of personal circumstances, such as childcare responsibilities or health difficulties. People who don't like how their company's policies are set up or who have personal problems that make it hard for them to keep work commitments are more likely to become dissatisfied and quit. According to the theory of diminishing marginal utility, their commitment and happiness go down with every sale for an employee in a real state. Here, it's the intention that matters, and it loses value when a higher sales goal hurts employee happiness.
The pandemic being the why, when the government and its reaction play the who's role in this outbreak. The when in this case will be the subsequent sales downward sloping breakouts in the market that are expected to have little impact on business in 2022, followed by an expected moderate recovery in 2023. According to current projections, it is reported that 5.95 million homes will be sold in 2022 and 6.07 million homes will be sold in 2023. Even though it seems to be creating unrealistic expectations in the real estate market scenario, the employees are the ones who suffer. Therefore, it is important to understand that the main problem is the increased pressure of targets, mostly observed in real estate, that results in or leads to internal conflict and an increment in employee dissatisfaction. This is how the rate of non-alliance with the unrealistic targets of management is increasing within every consumer-oriented sector. Consider how an effective evaluation and organizational analysis can reduce the impact of this factor from a solution standpoint. The functional department of the company will have to analyse its functioning organizational data, then analyse and find solutions. Lastly, they need to sync with the situation of service failure and unhappy employees of the customer care unit. Although it can be made certain and validated by the work of Kampouriset al. (2022), in any organization, management has taken some remedial managerial steps or decisions to solve this employee discontentment problem. 
Every day, new rivals enter the market to compete for the attention of clients in the home meal delivery sector. E-commerce deliveries have major timing and mismanagement issues, according to theguardian.com. (2022), map of delivery dispatch routes. Customers who use a meal delivery service do not have the option of picking up their meals from restaurants. Instead, their meals are prepared and delivered by employees of their firm. Swiggy-style delivery in India follows the rule of reducing employee waiting time. They make provision that their riders should not have to wait for other orders to be completed. 
[image: ]

Image: Delivery dispatch map of any E-commerce organization
Source: theguardian.com. 2022.
Because if only one order must be handled efficiently, time and money are saved in the long run. Customers generate greater revenue when they place more orders. As a result, the workers' sense of well-being suffers. When meal orders are delayed or delivered cold owing to on-road or off-road personal obstacles, many satisfied customers become disappointed and even hungry. When communicating with clients, embarrassed staff make it difficult for online firms to truly emphasize the demands of their customers. As a result, a person's sense of self-worth and financial stability may suffer while working for that company. Furthermore, customers have complained about the delivery staff's performance, resulting in worse C-Sat scores. When customers are unhappy with the products or services they get from an online store, they are more likely to shop somewhere else.

[bookmark: qsh70q][bookmark: _3as4poj][bookmark: _Toc110770769]Problem-solving and decision-making models
[bookmark: _Toc110770770]The Force Field assessment model
According to Rosenbaum et al. (2018), the Force Field assessment can help identify the real issues in the core management process that are responsible for internal administrative failure while managing people. In the context of rising employee dissatisfaction, the force field evaluation technique has both advantages and limitations. The primary issue is a company's employee management department, which provides insufficient information on whistleblowing processes and discontinues technical help.
[image: A3. Policy and strategy development and implementation - #ScotPublicHealth]
Image: Force field analysis
Source: scotpublichealth.com. (2022)
These issues are expressed more accurately using this paradigm of management research. This method could be used to investigate employee dissatisfaction within a company, providing advice and potential solutions. For example, the board of directors and each functional management unit must consider effective communication strategies for the investigation of issues that are critical. This understanding shifts their emphasis on internal employee communication and maintaining a healthy work and corporate culture (Rosenbaum et al., 2018).
The introduction of technology and digitalization is likely to be costly. The success of companies like, Uber Eats, Swiggy and real estate based DLF, etc.all are dependent on prioritizing consumer and employee demands. As a result, the company may be able to offer mutually beneficial earnings sharing plans to investors and shareholders. In this instance, an anonymous or non-anonymous employee feedback system might be quite beneficial. A phone number should be provided so that individuals can get help quickly when they need it.
[bookmark: _Toc110770771]The Fish Bone theory
Fishbone diagrams (appendix 1) are useful for organizational issue solving because they may be used to discover the causes of employee dissatisfaction. The researcher has outlined the key reasons for the importance of this context in this part. This section along with the appendix describes and highlights the problems in an organization that may be traced back to one of four root causes: environment or place, process, people, or policies/equipment (Shindeet al., 2018). 
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[bookmark: _1pxezwc][bookmark: _Toc110770772]Analysis of the Diagram
The company's greatest challenge, as demonstrated by the fish bone analysis of its 4 particulars (appendix 1), is a lack of employee satisfaction due to customer grievances toward an incident say product delivery. This is the company's most serious human resource managerial blunder. 
· A lack of quality control resulted in a critical systemic error in the development of the customer delivery model. 
· Secondly, the environmental, procedure/method, equipment, and human variables are the primary causes of the actual issue. 
· Thirdly inadequate treatment and lack of personal space can cause organizational employee dissatisfaction problems. 
· E-commerce delivery priorities are disorganized as a result of inefficient scheduling and a lengthy delivery process (Bourantaet al., 2022). 
· Due to increasing order delivery times, the majority of the company's frontline business divisions are unable to meet their daily and monthly delivery targets. 
· The organization's administration distanced itself from its drivers by refusing to pay them a minimum wage, overtime pay, and/or workers' compensation insurance, thereby classifying them as independent contractors. 
[bookmark: 49x2ik5][bookmark: _2p2csry][bookmark: _Toc110770773]The solution based on fish bone theory is as follows:
· Management should have set procedures for accepting requests for time off and figuring out how to pay compensation and incentives in an efficient way.
· Increase employee engagement by using AI-powered devices and applications (social media is of great help). It will help them develop an efficient way of processing orders.
· Production must start as soon as health and safety rules are in place, with plenty of time for breaks and fun things to do.
· By getting employees more involved, this will help the business fill and deliver the order within the time frame given.
· Customer satisfaction must be guaranteed after delivery, and if they do what they are supposed to do after delivery, customers will give less bad feedback.
· A revised feedback record system can be put in place so that customers can show their appreciation after their problems have been solved (Deri et al., 2020). 
[bookmark: 147n2zr][bookmark: _3o7alnk][bookmark: _Toc110770774]Implementation:
[bookmark: 23ckvvd][bookmark: 32hioqz][bookmark: _ihv636]The managers are in charge of putting the decisions into action. The organization, as in the case of a retail company, must improve customer service and maintain a high level of employee satisfaction in order to grow its business and increase its market share. The final decision and implementation of the strategic plan are the responsibility of the company's employees, customers, potential investors, and shareholders. Examining the organization's current financial and marketing challenges allows for the use of the appropriate decision-making process to resolve them. The issue and its justification must be communicated to shareholders, investors, and upper-level management. It is to find out what they think about the current situation. To achieve success, they will first evaluate and then decide among various implementation strategies. All management units are overseen from a strategic point of view to make sure they are in line with the firm's goals and objectives (Deri et al., 2020).
[bookmark: _Toc110770775]Monitoring:
Organizations must keep track of their progress in order to make strategic and tactical decisions. Management decision-making would be ineffective without adequate monitoring. To keep an eye on employees, the organization's HR department must collect feedback. Employee performance will be measured using KPIs (Key Performance Indicators). A successful monitoring strategy will influence organizational decision-making and problem-solving (Cruz Villazónet al., 2020). 
[bookmark: 1hmsyys][bookmark: _41mghml][bookmark: _Toc110770776]Customers' Reaction:
Management will review customer calls and emails for frequently asked questions (FAQs). Following that, customer input should be saved in the cloud for later review in collaboration with the employee performance. Based on what customers say, management should make any tactical or strategic changes to the human resource development department that are needed.
[bookmark: 2grqrue][bookmark: _vx1227][bookmark: _Toc110770777]Create a Standard Key Performance Indicator
Key performance indicators will reveal how each employee is currently performing at work, allowing to differentiate between them. KPI’s will be established in accordance with the company's objectives and managerial decisions. Customer service at the organization will benefit from employee performance evaluations. The organization's management will use KPI’s to analyse the company's business objectives and goals in a variety of ways. The stated problem needs a decision from management, and based on that decision, the KPI will be tracked (Sutton et al. 2020).

[bookmark: 3fwokq0][bookmark: _1v1yuxt][bookmark: _Toc110770778]Conclusion:
		BMSW4004
Finally, the ability to solve problems and make decisions is heavily dependent on the performance of managers and organizations. In this paper, a decision-making approach has been developed by examining a real-world problem alongside the appropriate strategies and theories to arrive at a solution. Because the issue was employee dissatisfaction with any organization's service department, it would be resolved by implementing the necessary procedures and strategies. Several internal and external factors will be looked at to come up with a solution that will help managers deal with the problem and help companies to grow and achieve their long-term goals.
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[bookmark: _Toc110770780]Appendix:
[bookmark: _19c6y18]Appendix 1: Analyzing with the help of fish bone diagram
[bookmark: _Toc110770781]Place/Environment
All of the probable reasons for an employee's working troubles are examined. Unsatisfactory working schedules and work environments can have a substantial influence on a person's psyche, leading to self-depression and even self-harm. Many people in the suburbs' unhappiness is concealed by local prescription drugs and other illegal narcotics. There is not enough room for therapy sessions. The organizational structure is so small that the scale of the changes involved in the project may be an issue. In other words, the buildings need to be a little bigger than they are now for employees to be as happy as possible (Shindeet al., 2018).
[bookmark: _Toc110770782]Procedure
The ability to effectively manage time demonstrates a person's dedication to their work, as is well exhibited by employees who arrive and depart on time. Even though management is capable of automating data gathering and analysis, they frequently fail to adequately prepare/brief for an event when they come early. Without evaluating the influence on personnel, new staff education or product and process improvement techniques are applied. This has been demonstrated through several studies in information technology. People don't have a competitive edge, even if they have relevant or better skills, because they are under so much stress. Staff have severely little room available for feedback or emergency case treatment meetings (Shindeet al., 2018).
Policies/Equipment 
Even though the technology used to track employees is relatively new, the methods utilized to use it and deliver feedback in both suggestive and advantageous way fail. One-to-one sessions may produce uncertainty amongst them, and undue work or performance pressure may raise employee unhappiness. Human resource management monitoring and feedback procedures may look outdated in some industries. Inadequate restrooms, as well as a chaotic or unclean workplace, may discourage customers from returning to business. Also, complex systems of promotion, increment, and assessment matrices encourage performance-related phobias, which makes people feel like they aren't living as much and that their jobs are too stressful. Due to the failure to manage change several team members are intended to change or being absent from work (PM, B. and Diagram, F., 2022). 
[bookmark: _Toc110770783]People
People are prone to inaccuracies while providing remarks or presenting new ideas within the context of the given case study. When more customers arrive than expected, service becomes more challenging. A customer's shopping frenzy may put an undue strain on personnel. This may result in an increase in trust-related problems and a decrease in available employees. As a result, the frequency of a person's reluctancy toward work is likely to be considered when evaluating their job satisfaction quotient. One simple way to keep track of this is to keep a note of how frequently they come late. The initial excitement for an activity is high, but it fades as effort and pressure mount. Even simple delay in shipments can have a significant impact on delivery personnel’s performance index (PM, B. and Diagram, F., 2022. Fishbone Diagram). 
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NATURE OF THE COMPLEX PROBLEM

SAINSBURY is facing problems in managing employees that affected their business

performance

•

It has been identified that sainsbury calculated paid and unpaid leaves of the employees

incorrectly.

•

Employees were fired because of flaws in attendance software (Harney and Dundon, 2020)

•

flaws in leave management and time attendance have created a promiscuous situation

inside the organisation.
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Nature of the complex problem

SAINSBURY is facing problems in managing employees that affected their business performance

It has been identified that sainsbury calculated paid and unpaid leaves of the employees incorrectly.

Employees were fired because of flaws in attendance software  (Harney and Dundon, 2020)

 flaws in leave management and time attendance have created a promiscuous situation inside the organisation.







Managing employees is directly related to expanding business.  Poor people management somehow hampered the brand reputation of the company.
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PESTLE ANALYSIS 

•

Political stability is one of the main reasons behind the growth of the organisation.

Brexit can have one negative impact on a supply chain that can hamper the stock

availability on the pricing(Kumar

et al.

2021).

Economic Sainsbury is having little profit margin which is 7.1% due to the Increase

cost of human resources. This economic factor also influences the management.

•

In social factor Lack of employee satisfaction comes in the social factor

•

Flaws in API technology, leave attendance to affect the whole management.
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PESTLE analysis 

Political stability is one of the main reasons behind the growth of the organisation. Brexit can have one negative impact on a supply chain that can hamper the stock availability on the pricing(Kumar et al. 2021).

Economic Sainsbury is having little profit margin which is 7.1% due to the Increase cost of human resources. This economic factor also influences the management. 

In social factor Lack of employee satisfaction comes in the social factor

Flaws in API technology, leave attendance to affect the whole management.







Legal factor comes with the labour laws. The company had to give a lot of money in compensation because of labour disputes.

The company uses the raw materials and products that are the cause of" sustainable exploitation of the environment. It affects the brand image of the company and the global platform.
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CAUSE-AND-EFFECT ANALYSIS 

•

Sainsbury is facing problems in human resources due to flaws in API technology, leave

management and attendance management (Kumar

et al.

2021).

•

The increasing cost of the employees also took a toll on sainsbury.

•

The Company does not provide security to warehouse workers and disregards

experienced employees.

•

Poor Employee management and HR system have decreased the productivity,

retention of the employees as well as satisfaction of customers.


Microsoft_Office_PowerPoint_Slide4.sldx
cause-and-effect analysis 

Sainsbury  is facing problems in human resources due to flaws in API technology, leave management and attendance management (Kumar et al. 2021).

The increasing cost of the employees also took a toll on  sainsbury.

 The Company does not provide security to warehouse workers and disregards experienced employees.

 Poor Employee management and HR system have decreased the productivity, retention of the employees as well as satisfaction of customers.
















Poor people management has led to decrease in sales performance of business. It has also raised question on organizational culture and values of Amazon. 
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ALTERNATIVE SOLUTIONS 

•

Solution 1

:

The leave system should include the HRS, payroll, time management, and third-party 

leave management platforms that can mitigate the problem.

•

Solution 2

:

•

Amazon should also pay attention to incorporating training for the employees and line

managers

•

the company should also incorporate an LMS system that has a built-in reporting module.

•

leave balance, holiday list, and schedules ofthe employees should be analyzed.
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alternative solutions 

Solution 1:
The leave system should include the HRS, payroll, time management, and third-party leave management platforms that can mitigate the problem.

 Solution 2: 

Amazon should also pay attention to incorporating training for the  employees and line managers 

the company should also incorporate an LMS system that has a built-in reporting module.

leave balance, holiday list, and schedules of the employees should be analyzed.







Amazon uses continuous feedback that helps them to evaluate the stack ranking of the employees.
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EVALUATION OF ALTERNATIVE 

SOLUTIONS

•

Employees are facing problems due to flaws in API technologies and leave 

management. In order to resolve the issues, third-party management in the 

operation (Kim et al. 2021).

•

The company should attention in the leave balance of the employees to avoid 

a kind of misconduct in leaf management

•

Continuous feedback will help them to evaluate stack ranking to manage the 

performance.
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evaluation of alternative solutions

Employees are facing problems due to flaws in API technologies and leave management. In order to resolve the issues, third-party management in the operation (Kim et al. 2021).

 The company should attention in the leave balance of the employees to avoid a kind of misconduct in leaf management

Continuous feedback will help them to evaluate stack ranking to manage the performance.








Employees should opt for using the unified dashboard to see the numbers of paid and unpaid leaves.
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IMPLEMENTATION PLAN

•

The organisation should use performance analysis metrics to evaluate the

performance of employees.

Sainsbury should also make changes in API technologies and leave

management software to eradicate the flaws.

•

Regular check-ins should be a better option to evaluate.
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Implementation plan

The organisation should use performance analysis metrics to evaluate the performance of employees.

Sainsbury  should also make changes in API  technologies and leave management software to eradicate the flaws. 

Regular check-ins should be a better option to evaluate.







According to Kim et al. (2021), the company should choose a leave management software with powerful automation and cloud-based web applications. Auto updated leave balance, dashboard is helpful to track the implementation plan and make changes accordingly.
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