


Executive Summary: 
Problem is a condition that creates dissatisfaction or troubles to someone. Every organization faces several problems, which disrupt their business operation greatly as well as creates problem in decision-making (The Happy Manager. 2018). Therefore, they need to solve by following some important guidelines or techniques. This report tries to cover some problem solving and decision-making issues for the Virgin Atlantic Company which must need to address including workplace problems between employees and employers. Moreover, this report tells some ways to recognise, define, investigate and analyse those problems. It also define a complex problem with its scope and impact, analysis of the problems for decision making, proposing a range of alternative solutions to the problem, decision making techniques, developing a plan to implement, communicating the plan to stakeholders and finally assessing some appropriate monitoring and review techniques to ensure successful implementation of the solution. 
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Introduction:
Problem solving and decision-making are both important for any organization as they both help in achieving the organization goal and objective. Employees having problem solving skills can identify the critical problem from various problem and can make a quick solution to it (YouTube. (2018).Besides, it helps them to work efficiently in the workplace by building a good relationship with other employees. On the other hand, decision-making is another important issue that is very critical for a business’s success. Before going to the decision-making process, it is important to identify the complex problem that creates problem in the workplace. To make a good decision for the organization, employees need to have some decision-making skills, which does not only helps employees to improve most importantly it helps the organization to achieve its final goal and objective by developing a good master plan. 


Task 1: Define a complex problem in the workplace including its scope and impact 
In the workplace, different complex workplace problem may arises during the operation in a business, which are needed to analysed properly and find out solution. These workplace problems have some great impact on employees and employer. It is important to identify and analysed problems carefully to operate the business by taking corrective actions. 
Example of some workplace complex problem are Internal Conflict, Ethical Issues, Team Dynamics, Leadership problems, Lack of control etc. (Aykans, E. 2016)
Virgin Atlantic is one of the largest airline and tour Operator Company, where total 9,231 employees work (Market Business News. 2018). For an airline and tour company it is difficult to manage a large number of workers, as there occurs several problem especially internal conflict is commonly seen in the company.  
Internal Conflict: Among all problems, internal conflict is the most complex problem that is seen in the Virgin Atlantic. Some of the possible scope of the internal conflicts including:
· Improper promotion system
· Denying for pay raises
· Having negative attitude towards others employees and the company
· Misunderstanding between employers and employees 
· Faulty communication between department
· Employee’s harassment etc. 
All of these internal conflicts impact on the production that ultimately reduce the production of the Virgin Atlantic as well as it affect its surrounding environment. 
Task 2: Analyse information on the identified problem, to help inform the decision making process
Internal conflict arises when any organization or someone opposed to an individual’s psychological belief, values and morale. In psychology, these are called mental struggles when a person is not supposed to do the opposite. In the organizational context, conflict arises when there is unlikeness of various wants, values and interests between people in the workplace. There are different types of internal conflict including moral conflict, sexual conflict, religious conflict, political conflict, self-image conflict, interpersonal conflict etc. All of these conflicts should identified by Virgin Atlantic to help informing the decision maker so that they can make effective decision for the business. 
Reasons of internal conflict in the workplace: Some reason of internal conflicts for Virgin Atlantic are: 
· The main reason of internal conflict is the poor communication between employees in the workplace. 
· Every employees have own personalities, so difference between personalities is another reason of conflict
· Like personality values are also different as they also create conflicts in the workplace
· Competition is good for any business but an unhealthy competition between employees is another cause of employee’s conflict. 

Besides identifying various internal conflict, the reasons of these conflict also should analysed to contribute in the decision making process. 
5W’s & H and 5Whys techniques: The 5Ws and 5Whys techniques are both important approaches for the Virgin Airline Company to the problem solving technique, which can help the decision maker in decision making by analysing more information about the selected problem. 
5W’s & H: 5W’s is a method including five ‘wh’ question such as, who, what, where when and why about a problem which needs to improve. 
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Figure: 5W’s and H question method
In the 5W’s method it is important to decide who will be the narrator to the problem and where does it take place. Besides, it explains why the characters do what they required for and what the narrative about by the narrator. Finally, it discusses ways of resolving the conflict (YouTube. 2018). 
5Whys: The 5Whys is another method of problem solving that can help the decision maker to find out a solution to the problem as it helps in finding out the root cause to the problem (YouTube. 2018).
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Figure: 5Whys method
In the 5Whys method, the first three whys try to verify the real problem of the company which is addresses before and the last two whys is used to find out the main root cause of the problem. 
SWOT Analysis: SWOT Analysis is another method a decision maker can consider to problem solving in Virgin Atlantic Company as it breaks down the problem into four important strategic areas, Strengths, Weakness, Opportunities and Threats. Strengths and weaknesses have some internal factors of the company that are both helpful and harmful for the organization including physical resources, financial resources, human resources, current processes etc. Besides, opportunities and threats are some external factors for the company including market trends, economic trends, funding, demographic, political, environment etc., which are both helpful and harmful for an organization depending in the situation.
[bookmark: _GoBack]In this analysis, strengths refer some internal factor, which are helpful for the Virgin Atlantic Company to solve the problem where weaknesses refer some internal issues that can worse the problem. On the other side, Opportunities illustrate some external factors that can contribute in the problem solving where threats are the negative issues that are harmful for the problem (Davidson, P., Griffin, R. and Baxter, A. 2006).
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Figure: SWOT Analysis
Task 3: Propose a range of alternative solutions to the problem
There are ranges of alternative solutions to the internal conflict. Some of the best available solutions for Virgin Atlantic Company are:
Conflict Management Model: The most used model for finding out the solutions for all types of conflicts exist in an organization. This model is best suitable for any airline and tour operator company such as for Virgin Atlantic Company. 
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Figure: Conflict Management Model 
Competition: The competition is full assertive and non-co-operative approach, which suggest an individual to fight for depending his position by defeating others. Virgin Atlantic Company have to face competition from its rival companies such as from British Airways or Flybe.  As a result, the company should be careful to be on the competition by depending its position. 
Accommodation: Accommodation is the fully assertive and co-operative approach, which recommends listening to other orders and do not prefer opposing someone’s point of view. It is more like being generous to someone by accommodating (Kochan, T. and Schmalensee, R. 2003). Sometimes Virgin Atlantic Company can adapt this approach to build its brand position strategically by accommodating others. 
Avoidance: The avoidance option is an unassertive and non-operative approach that suggest avoiding issues that creates conflicts as well as being away from any conflicted or threatening situation. The company should avoid issues that might create new conflicts in the company. 
Compromising: Comprising is an assertive and co-operative approach that creates a good understanding between two parties to give up something to find a quick solution to any problem. It is the approach where Virgin Atlantic Company can compromise to gain the benefit in the future. 
Collaboration: The collaboration option is quite similar to accommodation that suggest both parties listening to each other to build a mutual understanding and to find a right solution to the problems in order to achieve their goals. This is a good approach for the Virgin Atlantic Company to collaborate with other companies to expand the business.

Other alternative solutions to internal conflicts for Virgin Atlantic: Some of other best alternative solutions to internal conflicts for Virgin Atlantic discussed below:
· Understanding employees emotional reaction in the workplace for example, when they are in the state of anger. The best way to handle this kind situation is to discuss the matter when the employees is in normal situation after his anger or upset
· Being self-aware when dealing with the conflict tactfully by adapting and demonstrating good leadership in the situation
· Another good solution to the internal conflict is considering different points of view by involving all parties involved to the problem. It is better to allow someone raising their voice if they want
· If the conflict is serious, the good way to find out the solution is to get the root of the issue by following a systematic approach
·  Focusing more onto team development by creating a clear conflict resolution and effective communication guidelines as well as by being vigilant.
· Brainstorming is a good way to find a good solution to any problem that provides every employees to join in an open session to discuss about the conflicted issues by arranging a regular feedback meeting. 
Task 4: Use a decision making technique to evaluate a range of solutions to identify the most appropriate option
The decision-making technique always should be rational to identify the best solution. It is important for the Virgin Atlantic Company to ensure that all of their decision are been made rationally following all the decision-making technique. The rational decision-making model has some process that follows some steps that are designed to develop an appropriate solution. They are given bellow: 
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Figure: Rational decision-making model (The Happy Manager. 2018).
Identifying a problem or opportunity: The first step of a rational decision-making model is to identify a problem or opportunity that is very important in terms of making complex decision. For example, identifying internal conflict as a great problem that can affect in complex decision-making for the Virgin Atlantic Company.  
Gathering information: After identifying the problem gathering relevant information about the problem is the second step which determines if the decision maker is able to make a right decision or not. For the problem internal conflict, the decision maker of the company can gather the information including (reasons, solutions etc.) that are creating conflicts to make decision making easier. 
Analysing the situation: Situation analysis is the next step after gathering information, which helps the decision maker to find the available courses of action by interpreting the collected data. Various model including SWOT/PESTLE Analysis can use for analysing the situation. 
Developing options: Developing various possible options is the next step after analysing the situation. To develop several possible options the Virgin Atlantic Company must need to be positive and creative. 
Evaluating alternatives: Alternatives should be analysed following their principles, feasibility and suitability to achieve the best outcomes of the business’s objectives. 
Selecting a preferred alternative: After evaluating all alternatives, the organization should use the best alternative by analysing its problems and risks in making decision. 
Acting on the decision: The last step of rational decision-making model is to implement the decision by allocating all required resources of the company. 
Uses of mean, median, mode and range for analysing results in decision-making: The following information are  fictional which are created to give an overview of the use of mean, median, mode and range to analyse the final result of the decision. 
Suppose, in the Virgin Atlantic Company a new policy has been made where employees have to work extra 5 hours. In the weekly meeting, 30 employees were present where,
· 10% employees voted for working 1 hour 
· 40% employees voted for working 3 hours
· 30% for working 2 hours
· 20% voted for 5 hours
The responses from the above data for working hours and percentage of the employees is summarised bellow using a distribution table: 
	Working Hours(n)
	Percentage of the participants(X)

	1
	 
10%

	2
	5%

	3
	40%

	4
	25%

	5
	20%




Arithmetic mean: The arithmetic mean is the average of any total numbers of values. In here, the arithmetic mean is calculated by adding percentages and dividing them by the number of working hours as follows: 
Arithmetic mean = ?X/n
= (10+5+40+25+20)/5
 = 20
The above result means that the average responses on the scale of 5 working hour is 20%. 
Median: This method produce the result by focusing the middle value out of total values. The median of the above data is calculated as follows: 
Median = n+1/2 the value when n is an odd number
            = 5+1/2th value
            = 3rd value
            = 40 %
This result shows that, the responses of the decision is 40% out of total number. 
Mode: In this method, the highest frequency of the values is taken. The mode of the ratings is calculated as follows:
Mode = Highest frequency density
            = 40%
With the above result, the decision maker can modify the decision by fixing the extra hour at minimum 3 hours, as it is the highest values among other options. 

Task 5: Develop a plan for implementing the solution
Implementation the solution of any problem such as internal conflict is very complex, as it requires a lot of attention. The three basic stages of implementing the solution are:
· Planning and preparation for implementing the solution 
· Implementing and observing the action
· Reviewing and evaluating the outcome



Planning and preparation: A good planning and preparation is the main key of a successful implementation for any business like The Virgin Atlantic Company. The level of planning mostly depend on the importance of the problem to ensure the success. In the planning and preparation stage, all of the actions that will take place in the implementation process are scheduled. 
Implementing and monitoring the action: Implementation refers constructing the plan into action. It describes the ways of implementing the identified actions to ensure the success. The implementation stages are as follows: 
· Identify required actions: For implementing the selected solution it is important to identify the required actions carefully otherwise it is not possible to achieve the possible outcomes. It includes stating the organization’s objectives, listing the individuals’ goals, identifying actions to achieve the desired goal, defining each actions etc. 
· Scheduling the actions: Creating time schedule requires identifying the time will be needed for each action. Using diagram is a great way to present the time schedule of each actions that shows the required time when to begin and complete an action to achieve the desired objective. Chart also can be used to present the duration and stages of each actions. It is better to have flexible action’s schedule for each action by using flow chart or a diagram. 
· The required resources: It is important to gather all of the resources that are required for implementing solution. Some of them are: 
· Time is an important resources for some real complex situation as helps achieving each action by setting the deadline
· Work force is another important resource, which is needed in every organization. An organization may analyse its work force or workplace by identifying the required people, skills, qualities, knowledge etc. to carry out an operation. 
· Money is other important resources that is needed in the organization to continue all actions within the limited period. Various form of money (cash, cheque etc.) amount of money needed, source of funding, availability of the fund etc. should consider by an organization to carry out the implementation. 
· Different types of materials including raw materials, physical equipment etc. are needed to implement an action. What kind of materials are required depends on the type of materials, specification of the materials, quantities, uses of materials, availability etc. 
· Space can be also an important resource as the organization requires various types of space so an organization must consider some factors of choosing space such as, what and how much space will need, where the space will require, types of space, durability of the space etc. 
· Different types of information are needed in an organization to carry out an action that makes information as one of the important resource to carry out an action. 
The Virgin Atlantic company should analyse all of these resources carefully to implement a solution. It is important to identify the important resources and creating a list by prioritizing them. 



Measures to counter adversarial consequences: This step includes risk analysis, identifying possible problems in respective areas as well as analysis and evaluation of the consequences arises from all of these areas. 

Management of the action: It is important to monitor and control an action by following some ways. Here are some of the steps that should be followed by an organization to manage action: 
· The first step of managing implementation is to identify actions that requires job supervision in the workplace as well as needs monitoring periodically. 
· Identifying the stages where the progressing of the action are measured carefully.
· Specifying the actual expected result that can achieve throughout all of these stages.
· Determining how and who will measure the actual results.
· Finally, it must be ensure that measures have been taken properly to differentiate the actual and expected results as mentioned in the plan (The Happy Manager. 2018). 
Reviewing the plan: Finally, it is important to check the plan to ensure
· All actions listed above will receive the goals and objectives
· Managing the action is implemented carefully according to the plan
· All required resources is available
· Time schedule are maintained properly to accommodate any kind of delays
After implementing the action, it is necessary to monitor the action properly. There are three process of monitoring any kind of action. They are: 
· Supervising the action is the first step that ensure that every tasks is being carried out successfully according to the plan.
· Monitoring the process of the action is the second process of monitoring an action. It includes analysing the outcomes, identifying problem of the result, reviewing all of the process to ensure that the action is carried out according to the plan as well as suggesting some corrective action.
· Finally, taking corrective actions to all of the problems that arises during the implementation of the action. A plan is abortive where corrective actions are not possible. 

Reviewing and analysing the outcome: After successfully completing the plan and implementing the solution it is necessary to analyse the overall success which tells if the solution is implemented effectively to solve the problem or not. Three stages of reviewing and analysing the outcome are:
· Measuring the success by comparing the actual result with the expected result that was included in the plan
· The second stage is to analyse any kind of inconsistency and finding out the reasons for this
· Taking further action if it required (Greiff, S., Holt, D. and Funke, J. 2013). 
Task 6: Communicate the plan to stakeholders
Communicating the plan to stakeholders is important, as it helps the organization to build a good communication by reducing conflicts and other problems. Some of the methods for Virgin Atlantic Company to communicate the plan with their stakeholders are:
Project reports: Project reports are the most common way to communicate with the stockholders as it includes several things that shows an overview of the project and the current condition of the existing project. It is important to provide a history of any project as well as sharing details about the project to the stakeholders. 
Online tools: Online tools including online Gantt chart, Seavus Project Viewer, and Microsoft Project etc. are some popular online tool in now days that allows stakeholders to log in the website and have a review of the current status of the project. These online tools provide transparency by explaining all details about the project schedule to the stakeholders.
Mind mapping software: Mind mapping tools helps the stakeholder to have an overview of any project report quickly by displaying it visually sometimes with pictures. It is very important for the people who often like think visually.
Slides and presentations: Slides and presentations are both effective and efficient ways to present the important data visually to the stakeholders. They are both interrelated with each other as slides are used to deliver a good presentation as a result both need to be accurate and proper to deliver a right message to the stakeholder. It is used mostly when there is a large group of stakeholders (Holian, R. 2002). 
Face to face: Face to face is another effective method of communicating with any stakeholders easily. Through face-to-face method, it is possible to get instant feedback from the stakeholders as well as to build an effective working relationship. It is very important to deal with some difficult stakeholders as well as communicating to the senior members.
Conference calls: Conference calls is used when you have to communicate many stakeholders. It is more like one-way communication where every stakeholder join the conference call and discuss about an agenda. It is a great tool for Virgin Atlantic to communicate many stakeholders. 
Newsletters: In now days, every organization makes newsletter that helps the organization to reach more audience by providing an overview about the organization. It focuses some of the important issues that are happened within the organization throughout the whole month or year. The Virgin Atlantic Company provides newsletter to the customer who sign up in their website as well as it provide the newsletter on their premises to provide new and updated information to the customers and others. 







Example of a letter to the line manager: 
Dear Mr. X
Line Manager
Virgin Atlantic
I am writing this letter to inform you about some problem that arises during the implementation of a solution. 
Implementation follows some complex process, for that reason it is difficult to plan for implementation for a solution. Several problems arises during implementation especially if the problem is not identified or structured properly. It is important for an organization to identify the problem clearly before going to implement it. Moreover, it is necessary to identify the most critical problem that can affect the operation of the organization badly. 
Some of the other problems that can arise during the implementation of a solution are:
· Lack of knowledge and experience about the planning process and activities
· By taking a lot of time and being overjoyed by the process when implementing the solution
· Lacking of skills and ideas about the project leads the problem of implementing the solution
· Not using the proper guidelines or method of implementing the solution can be another problem
Finally, I would recommend to have a proper understanding to identify the main cause of the problem from the root level and identifying the main problem that can affect the organization badly rather than other problems existing in the organization and then tries to implementing the solution again until the successful comes at the end. 
Sincerely
Y

Task 7: Assess appropriate monitoring and review techniques to ensure successful implementation of the solution
Several monitoring and review techniques can be used to ensure successful implementation. Some of them are:
· Action plans, 
· Gantt charts.
Action plans: An action plan is a document that includes some of the lists of the schedule action that follows some steps in order to achieving a specific goal. The main purpose of the action plan identifying resources and tasks that are needed to complete to achieve the organization’s goal and objective. 
Action plan is an important monitoring and review technique that ensure successful implementation of the solution by setting goals for specific period and by describing the step of each action. The main advantage of this documents is that it provides a structured plan which is especially designed to achieve a goal. Besides, it help the team with by building a good foundation and also helps in prioritizing the task list in the workplace. Virgin Atlantic can follow this monitoring and review technique to achieve its definite goal and objectives. The sample of an action plan is given below: 
[image: ]
Gantt charts: Gantt charts is a chart which follows a series of horizontal lines which shows total amount of completed work in a certain period in relation to other’s planned period. It is important to plan and schedule any kind of project to makes easier for the organization to review and monitor the implementation of the solution whether it is implemented successfully or not. Moreover, it helps in assessing time to determine the required sources, boiling down all multiple tasks and timeline into a single document as well as implementing solution to some critical problems. The Virgin Atlantic Company can use this chart to monitor and review the successful implementation of any solution.  A sample of Gantt chart is given bellow: 
[image: ]




Conclusion: 
The problem solving and decision-making techniques are very critical for every business as they play some great roles in the workplace. A manger having problem solving and decision-making skills can develop a good plan for the organization. With the help of employees and others, it is possible to achieve the organization’s goal by implementing the plan. To find out a good solution analysing the problem is very important. Many organizations fail to identify the complex problem for their organization. As a result, it becomes impossible for them to achieve the organization’s goals as they fail to implement their solution plan. Therefore, it is important to have good problem solving skills and decision-making techniques if any business wants to achieve its organization goal. 
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