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[bookmark: _Toc456901517][bookmark: _Toc134094617]Define a complex problem in the workplace, including its scope and impact

The main workplace problem identified is that the workload has become too much for one person to manage. The cleaning business currently operates with the owner carrying out all the cleaning work, completing around 35 hours each week. As the business has gained more regular customers, there is now less available time to take on additional work.  
[bookmark: _Int_NV5EaAay]The scope of the problem affects several areas of the business. The owner is responsible not only for completing the cleaning but also for communicating with customers, arranging bookings, travelling between jobs and managing other business tasks. Limited availability means that new customers sometimes have to be turned away because there is not enough space in the schedule. This limits the number of customers the business can take on and could restrict future growth. 
The problem also has an impact on the owner and the business. Managing a busy schedule alongside the other responsibilities of running the business can lead to tiredness and leave very little spare time (Health and Safety Executive, 2025). There is also a risk that if the workload continues to increase, the quality and consistency of the service could be affected (CIPD, 2025). Turning away potential customers also means the business could be missing opportunities to increase its income and build its customer base. 
There are also restrictions that need to be considered when looking for a solution. The business is currently run by one person, so the amount of work that can be completed is limited by the owner’s availability. The business also has limited resources because there is currently only one person available to carry out the cleaning work. Any solution would also need to be affordable and realistic for a small business, as increasing costs too much could reduce the profit being made. The owner of the problem is the business owner, as they are responsible for completing the cleaning work as well as managing the other areas of the business. A solution is needed to reduce the pressure on the owner, allow the business to take on suitable new customers and support future growth. The desired situation would be for the business to continue growing and meet more customer demand without creating an unmanageable workload or affecting the standard of service provided.

[bookmark: _Toc134094618]Analyse information on the identified problem, to help inform the decision making process

The purpose of analysing the problem is to find out why the workload has become difficult to manage and what is causing the issue. It will help to show whether the main problem is the number of customers, the amount of work involved or the business relying on one person. Finding the main cause will make it easier to consider suitable solutions later in the report. 
The Health and Safety Executive (2021) identifies workload and work patterns as important factors when considering work-related stress. It also suggests that work demands should be achievable within the available working hours. This is relevant to the business because the owner is already completing around 35 hours of cleaning each week while also managing other responsibilities. 
Business.gov.uk (2026) identifies having more work than can be handled and not having enough time to respond to enquiries as signs that a business may need additional help. This relates closely to the problem within the cleaning business, as new customer enquiries sometimes have to be turned away because there isn’t enough availability. 
5 Why’s Analysis
The 5 Whys technique was used to question the causes of the problem in order to identify the underlying cause (American Society for Quality, 2026).
	Why?
	Explanation

	Why are new customers sometimes being turned away?
	Because there isn’t enough availability in the owner’s working schedule to fit them in.

	Why isn’t there enough availability?
	The owner has around 35 hours of cleaning each week with regular clients.

	Why does this become a problem when new customers contact the business?
	Because increasing the number of customers would mean increasing the owner’s working hours, which is not always realistic or manageable.

	Why can’t the workload simply be increased?
	The owner is also responsible for travelling between customers, arranging bookings, communicating with customers and managing the other responsibilities of running the business.

	Why does this put a limit on the growth of the business?
	Because the business currently relies on one person to complete the cleaning and manage the other parts of the business, which limits how much work can be taken on. 



The 5 Whys analysis has shown that the main issue is not a lack of customers, but the amount of work that one person can realistically manage. There are regular customers as well as new enquiries, but only one person is available to carry out the cleaning and deal with the other parts of running the business. Taking on more customers would increase the business’s income but also make the workload too difficult to manage solely. This shows that the solution needs to reduce the pressure on the owner while allowing the business to take on new customers and continue growing. 
Root Cause Analysis 
Root Cause Analysis was then used to identify different factors contributing to the workload problem and to understand the underlying causes (Reid and Smyth-Renshaw, 2012).
	Staffing
	· Business is run by one person.
· No additional cleaner to share the workload.
· The owner completes all cleaning work.
This contributes to the problem because all the cleaning work must be completed by the owner meaning there is no one available to share the workload. 

	Time
	· Around 35 hours are already spent cleaning every week.
· There is limited availability for new customers.
· Time is needed for travelling, bookings and communicating with clients.
This contributes to the problem because the owner’s working time is already mostly taken up, leaving little time to accept new customers.

	Business growth
	· The business has regular customers but receives new enquiries.
· Some potential customers have to be turned away.
· Taking on more customers would increase income but also increase workload.
This shows that there is demand for the service, but the business does not currently have enough capacity to meet all of it. 

	Resources and costs
	· Employing another cleaner would create additional costs.
· The business needs to have an affordable solution.
· There is limited capacity to increase working hours.
This is important because any solution needs to improve the workload without creating additional costs that the business cannot afford.



The root cause analysis has shown that there are a few different things causing the workload problem. The main causes are having only one person to complete the cleaning, limited time in the working week and the other tasks involved in running the business. The cost of getting extra help will also need to be considered. This shows there is not one simple cause of the problem and that any solution needs to be affordable, realistic and help reduce workload while still allowing the business to grow. 
Mind mapping
[image: ]
The mind map has helped to show the different parts of the workload problem and how they are connected (Buzan, 2018). It shows that the problem is not only caused by the amount of cleaning work but also by the other tasks involved in running the business. It also shows the effects the workload can have on the owner and the business, such as tiredness, limited availability and missed opportunities to take on new customers.
Brainstorming
Brainstorming was used to generate a range of possible solutions to the workload problem before evaluating which option would be best for the business (Levine, Heuett and Reno, 2017).
	Possible Solution
	How it could help

	Employing another cleaner
	They could help take on some of the cleaning jobs, which would reduce the amount of work the owner has to complete and create more space for new customers.

	Use a cleaner only when needed
	Extra help could be brought in during particularly busy periods or when there are more bookings than the owner can manage. This could help keep costs down compared to employing another cleaner full time.

	Reduce the number of regular customers.
	Having fewer regular customers would reduce the workload and create more free time. However, it could also mean losing some regular income.

	Increase the hourly price
	Increasing the price could increase income without needing to take on as many additional hours. Although, some customers may not want to pay higher prices and look for someone cheaper.

	Change the working schedule
	Changing the cleaning hours and the way bookings are arranged could make better use of the owner’s availability and reduce gaps between customers.

	Limit new customer bookings
	The business could only accept new customers when there is enough space in the schedule. This would help prevent the workload becoming too high but could still mean turning some customers away.

	Focus on certain types of cleaning
	The business could focus more on the cleaning services that are most profitable or fit best into the schedule. This could help make better use of the available working hours.

	Help with business tasks
	Some tasks, such as admin or social media could be given to someone else which would give the owner more time to concentrate on cleaning, but this would be an additional cost.


The brainstorming has given several ideas for how the workload problem could be managed. Some of the ideas could reduce the amount of work, while others could give the owner more time or increase the business income. Each idea has advantages and disadvantages, so the options need to be looked at carefully before deciding which would work best for the business.
[bookmark: _Toc134094619]Propose a range of alternative solutions to the problem
The three solutions below could all help with the workload in different ways. Employing another cleaner would directly reduce the amount of cleaning the owner has to complete, while increasing the hourly price could increase the business income without adding more working hours. Changing the booking system could help the owner manage the current workload better. Each option has different costs and possible problems, so they will need to be compared before a final decision is made.
[bookmark: _Int_vxGLQOn6]These solutions have bene chosen based on the findings from the 5 Whys and Root Cause Analysis. The analysis showed that the main problems are the business relying solely on one person, limited working time and the need to keep costs manageable. 

	Solution
	How it would help
	Resources needed
	Possible barriers

	Employ another cleaner
	Would help to share the workload and give the owner more time to accept new customers and manage other parts of the business.
	Money for wages, recruitment and training, cleaning equipment and maybe extra insurance costs.
	Employing someone else would increase costs. It may also take time to find someone reliable and suitable.

	Increase the hourly price
	Charging more could increase income without needing to take on as many extra hours of work.
	Time to research suitable prices, advertising and inform existing customers.
	Some customers may not accept the increase and could choose a cheaper cleaning service instead.

	Change the booking system
	Managing bookings differently could prevent the owner from taking on more work than they can manage and create better use of available time.
	Time to recognise the diary, a clear booking system and communication with customers.
	It would not completely solve the problem of only having one person doing the cleaning and could still mean turning customers away.





[bookmark: _Toc134094620]Using a decision-making technique, evaluate a range of solutions to identify the most appropriate option
In this next section, the three possible solutions will now be compared to decide which would be most suitable for the business. Grid analysis will be used to compare the options against important criteria, including cost, effect on workload, ability to support growth and how realistic the options would be for the business. A cost-benefit analysis will then be used to look at the possible costs and benefits in more detail. This will help make the final decision based on the information collected rather than personal preference (HM Treasurey, 2026). 
Grid analysis

	Factors
	Cost
	Effect on workload
	Ability to increase capacity
	Risk
	Practicality
	Total

	Weights
	4
	4
	5
	4
	5
	

	Employ another cleaner
	1           4
	3            12
	3            15
	2             8
	3           15
	12          54

	Change booking system
	1           4
	2             8
	2            10
	2             8
	3           15
	10          45

	Increase hourly rate
	3          12
	2             8
	2            10
	2             8
	2           10
	11          48


The grid analysis below shows that employing another cleaner is the highest scoring option, with a total of 54. Based on the scores, employing another cleaner is the highest-ranked option out of the three for dealing with the workload problem. It scored well because having another cleaner could help share the workload and give the owner more time to manage the other areas of the business. Increasing the hourly rate scores 48 and changing the booking system scored 45. Although both options could help in some ways, neither would directly reduce the amount of cleaning the owner has to complete. Employing another cleaner would also give the business more opportunity to take on new customers and increase its capacity. However, the extra costs and other benefits of this option need to be looked at in the cost-benefit analysis before making a final decision.
Cost-Benefit Analysis – Employing another cleaner
[image: ][image: ]
The cost benefit analysis shows that employing another cleaner could be a good option for B Luxe Cleaning. The estimated cost of employing a cleaner over three years is £23,754.93. This would include their wages, holiday pay, employer national insurance, insurance, recruitment and training. The biggest cost is their wages which would be £6,609.20 per year for 10 hours of work per week.
The extra 10 hours of cleaning each week could bring in around £10,400 of additional income each year. Over three years, this would give the business £31,200 of additional income. After the costs are taken away, the first-year net benefit would be £2,181.69. The benefits to cost ratio would be 1.31:1, which means that for every £1 the business spends, it could receive around £1.31 in additional income. The total net benefit over three years would be £7,445.07 which works out an average of £2,481.69 per year.
Overall, the figures show that employing another cleaner could be financially worthwhile for the business. More importantly, it would help with the main problem of excessive workload. Having another person to share the cleaning would give B Luxe Cleaning more time and allow the business to take on more customers instead of having to turn them away. Therefore, although there would be extra costs involved, the financial benefits and reduction in workload making employing another cleaner the most suitable solution for B Luxe Cleaning.

[bookmark: _Toc134094621]Develop a detailed plan for implementing the solution
Gantt Chart – Employing another cleaner
The chosen solution is to employ another cleaner to help reduce the workload. First, I will decide how many hours are needed and set a budget. I will then advertise the job, choose a suitable person and provide training. Once they are trained, they will start taking on customers to share the workload. I will check customer feedback, cleaning quality and whether my workload has reduced. After 3 months, I will review the results to see if the solution I’ve chosen is working. 
The Gantt chart below shows the tasks involved in the implementation, when they should be completed and who is responsible for each task. Gantt charts can be used to plan activities, deadlines and milestones, helping to monitor progress through a project (Peach, 2017).
[image: ]The Gantt chart shows the main steps needed to employ another cleaner and when each step should be completed. It also shows who is responsible for each task. This will help me stay organised and make sure everything is completed on time. It will also help me see if there are any delays and make sure the new cleaner is ready to start work. The final review will allow me to check if the new cleaner has reduced my workload, improved availability and allowed the business to take on more customers.







[bookmark: _Toc134094622]Communicate the plan to relevant stakeholders

Stakeholder Analysis
	Stakeholder
	Expectation
	How they’ll be affected

	Me (Business Owner)
	Reduce workload.
	Less pressure and more time available.

	New Cleaner
	Clear instructions, fair pay and suitable working hours.
	Will take on cleaning work.

	Customers
	Good quality of cleaning and reliable services.
	May have a different cleaner.

	Suppliers/Shops
	Regular purchases/orders.
	May need to supply more cleaning products.


The main stakeholders are me, the new cleaner, customers and the suppliers/shops I purchase from. I will need to make sure that each stakeholder understands the changes and what is expected of them (Missionier and Loufrani-Fedida, 2014). Customers are important because they need to know if a new cleaner will be doing their clean and be confident that the same standard of cleaning will be maintained.  
Communication Plan
	Stakeholder
	What I need to tell them
	How
	When

	New cleaner
	Job role, duties and expectations
	Face-to-face
	Before starting the job

	Customers
	Introducing the new cleaner and if there’s any changes
	Message/email
	Before their first clean

	Suppliers
	Possible increase in cleaning products
	Phone/email
	When needed

	Me (owner)
	Check progress
	Weekly reviews
	During


I will communicate with each stakeholder in a suitable way. The new cleaner will be spoken with face-to-face, so they fully understand. Customers will be contacted by message or email, and suppliers will be contacted through phone or email when needed. As the business owner I will review the progress each week to make sure the plan is working. 



[bookmark: _Toc134094623]Assess appropriate monitoring and review techniques to ensure successful implementation of solution 

[image: ]
[image: ]
The above chart and table above will be used to monitor the implementation of this solution. I will use the Gantt chart to check that each stage of the plan is completed on time. I will also use the communication plan to make sure that the new cleaner and customers are always kept informed.
I will monitor whether my workload has reduced, whether the cleaning quality stays at a good standard and whether customers are happy with the service. Regular monitoring and review will help identify whether the solution is achieving its intended results and whether any change is needed (HM Treasurey, 2026). I will review the result after three months to see if employing another cleaner has solved the problem. If there are any further problems, I can make changes to my plan. 
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Financial Benefits Year 1 Year 2 Year 3 3 Years Total
Additional cleaning income  £10,400.00 £10,400.00 £10,400.00 £31,200.00
Total Benefits £10,400.00 £10,400.00 £10,400.00 ~£31,200.00
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Costs

Cleaner wages
Holiday pay
Employer NI
Insurance

Equipment
Recruitment/Training
Total costs

Year 1
£6,609.20
£797.73
£241.38
£120.00
£250.00
£200.00
£8,218.31

Year 2
£6,609.20
£797.73
£241.38
£120.00
£0.00
£0.00
£7,768.31

Year 3
£6,609.20
£797.73
£241.38
£120.00
£0.00
£0.00
£7,768.31

3 Years Total
£19,827.60
£2,393.19
£724.14
£360.00
£250.00
£200.00
£23,754.93
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GANTT CHART - EMPLOYING ANOTHER CLEANER
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