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Introduction:
Problem solving is the process of finding a solution or a number of solutions to a particular problem. Decision making is the process of making accurate and efficient decisions in short periods of time or within moments of pressure. These skills are very important in the workplace and also take sustained amounts of time to perfect them. Problem solving is a crucial skill to have in the workplace as every business will come across problems every day and will require people with initiative to use their decision making skills to come up with a realistic and practical solution quickly. Whether it is a short term problem which must be acted on instantly within the workplace or a sustained problem in which a precise decision must be made which will have a substantial long term impact, problem solving and decision making skills are vital in these scenarios conveying the necessity of these skills in the workplace. No matter the type of business, these skills will always be important when it comes to running small pop up stalls at markets to worldwide organizations such as Apple. 
Scenario:
In this report, I am going to be analysing problems if the organization I currently work in which is a take away delivery company specialized in Indian Cuisine. When it comes to restaurants and the food industry in general, there are hundreds of problems waiters, chefs, managers and owners come across over their career which lead to a more general problem which has many solutions. For example, within restaurants, customers have complaints about the menu, the chef, the customer service, the waiting times, the quality or proportion of food or the price. There are often other problems which arise in this field of workplace such as lack of capital or product differentiation, the lack and quality of staff, revenue and profits, cash flow and the lack of marketing. However, all these minor problems add up to the deeper problem involved not in the restaurant I work in but the general restaurant market. This major problem is the lack of growth in this market as in many restaurants remain as small family owned and ran organizations. This lack of growth of franchise is the real reason as to why this industry does not have many worldwide rivals unlike other industries such as technology or software.
SWOT Analysis: 
Rather than just naming one of these problems associated with the organization I work in, it would be better to analyse the internal factors which prove to be strengths of the business as well as the limitations of it. This will make it easier to find a deeper problem within the business. 
Strengths:
One of the strengths associated with this business is the location. More people of Asian culture are increasing population in Chessington, Tolworth and South London in general. This means there is a larger market to cater to increasing revenue and profits. Furthermore, Indian cuisine is now a preference to many people no matter their background. This means the market is even larger so with the use of effective marketing, a lot of people would be attracted increasing future revenue and profits. Another strength of the business is that we provide a take away service as well. This is beneficial as it means that people who don’t want to leave their homes can also order from us unlike other restaurants. 
Weaknesses: 
One of the weaknesses of the businesses is the presentation inside. It does not look as appealable as other restaurants meaning less people decide to dine in. Also, there is a lack of seating in the restaurant meaning not as many could be seated even if they wanted to. Finally, there is no USP to this service so it doesn’t mean consumers want to specifically come to this restaurant limiting the number of potential customers. By having something unique will differentiate this restaurant from others and will encourage people to come to this particular one increasing revenues and profits.
Opportunities:
There are many opportunities in this sector where this business can grow to establish more areas in South London. One opportunity is trying to obtain more capital to increase the number of branches. This will increase the popularity of the restaurant and will also increase the public knowledge of it. This is good for the long term and the increase of consumer knowledge will mean more people will know about the brand further increasing the number of customers in the future. 
Threats:
One of the main threats to the growth of the business is the lack of USP the restaurant has. There is no specific ‘signature dish’ which is exclusively made. This makes the place less attractive for people to dine in a place which is new and innovative. The lack of creativity limits potential growth in the future. The major threat associated with this industry is the huge level of competition liquidating growth and making it extremely hard for anyone to expand to a significant size such as a franchise. Vast amounts of money will be needed at hand in order to expand in terms of capital which is one of the main reasons these businesses struggle to expand by even the slightest into 3 or 4 branches.
PESTLE Analysis:
This method of analysis is used to examine the external factors which could cause potential problems to the business. This is an important part of the process as it shows that the main problem limiting growth may be due to an external factor rather than a problem which lies within the business.
Political: 
There are no political reasons as to which why this business or industry cannot grow therefore we can say this factor has no influence in casing any problems.
Economic:
The main economic factor which has significantly prevented almost all small businesses is the 2008 recession. The country is only now recovering from a decade’s worth of heavy stagnated growth so it has been extremely hard for anyone to expand, no matter the industry. Furthermore, one of the causes of the Credit Crunch was due to the fact that banks were giving out too many loans. This has led to the knock on effect where banks now require very good credit scores in order to take out a loan of any amount. This means that businesses are now unable to take out any money to expand their capital which is one of the reasons of the lack of growth. 
Social:
Over the past few years, the levels of cultural barriers have reduced heavily in this market. A lot more people are now open to Indian Cuisine and many people now regularly eat this type of food. The expansion of the Asian culture is shown by the fact that every major retail supermarket now sells ready meal curries and other Asian dishes.
Technological:
There are no technological factors which have affected this market in such a significant. As all authentic requires manual labour, there are not many technological innovations which can influence this market to a high degree.
Legal:
The legalities in this industry are only associated with ownership of buildings and licenses to sell certain food and drink and to use certain machinery. There are no current legislations which stop the expansion of the food market.
Environmental:
The environmental issues concerned with this business and the general industry is the vast amount of food which is thrown away and wasted and is not recycled. Companies like Waitrose use their wasted food and generate this into heat and electricity. By adopting this feature, less money would be spent on bills and there would be less harm to the environment. 
Typical Problems:
This is a list of the typical problems associated with in this industry due to both internal and external factors [Article written by Matt Meltzer, 28/04/2017]
Problem 1: Dwindling Capital
Opening a restaurant is not a cheap proposition, and even after you’ve budgeted for your startups costs, you may not be able to begin operations as soon as you’d hoped. Or customers may be slow to walk through the door. You had enough money to get up and running, but now there’s nothing left and your restaurant hasn’t taken off yet.
The solution: First, make sure you’ve got enough money to operate for at least one year without turning a profit. And have a little extra for unforeseen disasters. If you budget for this in your business plan, potential investors won’t be scared off. Rather, they’ll think you’re being realistic and responsible.
Problem 2: Differentiating Yourself
It seems every new restaurant is some combination of New American, Farm-to-Table, Global Fusion cuisine. This means absolutely nothing, and isn’t going to entice diners to come to your place instead of a similar one nearby. Competition in restaurants is fierce, and if you don’t have a niche, you’ve failed before you started.
The solution: Look at the local the market and see where you can provide something the competition does not. Maybe it’s a view. Maybe it’s a gimmicky theme. Maybe it’s a type of cuisine that no other restaurant is serving. But you need to be able to answer the question “How are you unique?” or else you’re sunk.
Problem 3: The Menu
You’ve got a ton of great ideas and you love them all… so you’ve thrown them on the menu. Now, your ticket times are astronomical because chefs can’t make things together, your pricing is all over the place, and guests have a hard time pinning down what exactly it is your restaurant does.
The solution: Find a handful of things, and do them really well. Let the Cheesecake Factory have a menu that’s longer than some chemistry textbooks. You’ll set yourself apart by having one or two signature dishes nobody can find elsewhere. And in the process you’ll save on food cost, make your kitchen more efficient, and give your restaurant a great identity.
Problem 4: Hiring the Right Staff
Between developing the menu, designing the restaurant, handling the finances and the epic odyssey that is getting city permits, hiring staff has fallen by the wayside. You try to screen for the right people, but ultimately you end up hiring whoever showed up on time and didn’t smell like bourbon. Your service isn’t where you want it to be, but taking the time to find the best people doesn’t fit your schedule.
The solution: There are plenty of ways to make sure you’re hiring and training the right staff, but if you don’t have time to be that meticulous, hire managers who do. When you interview managers, look for those that know how to spot good servers and display some hiring acumen.
Problem 5: Employee Turnover
Maybe you’ve found the right people, but you can’t seem to keep them. Your servers are a revolving door, and every week you wonder if you’ll be able to fill Saturday night’s schedule.
The solution: Make your restaurant a place where people actually want to work. Don’t treat your staff like servants, rather, listen to their concerns, incorporate their ideas, and invest some time and money in team building. And if you’ve got standout servers, do what you can to make them happy so they don’t jump ship for the next hot restaurant.
Problem 6: Having to Keep Poor Employees
Hiring has become so difficult and time consuming that you’re forced to keep on poor employees or risk being short-staffed. Their attitudes are not only affecting the rest of your staff, but are becoming apparent to guests.
The solution: Invest some time in helping them to improve. Ask for the cause of their attitude, or find out what they need to do their job better—and do your best to accommodate that. Improving an existing employee costs far less time and money than hiring a new one. But at the same time you may want to start hiring some more staff in case those “improvements” don’t work out.
Problem 7: Marketing
You’ve got great food. Your service is on point. You’ve got good reviews online. But still, people aren’t lining up to come in. Not enough people know about your restaurant, and you need to market it better.
The solution: First, you should have built a marketing plan into your business plan, complete with social media objectives and traditional media outreach. If that’s not working, you might want to look into hiring a social media specialist or a PR firm to help you with promotion. If that’s not in your budget, scour local social media for food influencers like bloggers, journalists, and Instagrammers and invite them in to try the place.
Problem 8: Cash flow
Your restaurant seems busy, people like it, you’re brining in lots of money, but somehow you still bounce checks at the end of the month. Odds are you have a cash flow problem.
The solution: Fixing cash flow is never simple. You need to understand the cause to find the best solution. If you suspect you have a cash flow problem, click here for detailed solutions.
Problem 9: Balancing the Books
You’re weeks behind on your books, and not exactly sure how much money you’re owed, how much you need to pay out, and how much will be left at the end of the month. Accounting seemed simple enough, but it keeps getting pushed to the back burner.
The solution: Outsource it. Hire an accountant to balance your books for an hourly fee so you don’t have to. It doesn’t necessarily involve hiring a full-time employee. And what’s more, your accountant will let you know when things like cash flow become a serious problem.
Problem 10: Service Animals
You’re trying to maintain a calm, clean atmosphere in your restaurant, but people with alleged “service animals” trot them in, creating additional noise and calamity – or worse – in the middle of your dining room. Legally, you have to let legitimate service animals in the restaurant, but it seems to be getting out of hand.
The solution: Bottom line: any trained service animal that belongs to a legitimately disabled person will not bark, or even make itself noticeable in a restaurant situation. If a dog does do that, you’re well within your rights to ask it to leave. That person may not come back, but the rest of the patrons will.
Problem:
After analysing the current situation of the business internally and externally using the SWOT and PESTLE method, the main problem is that there is a significant lack of growth and what steps should be taken in order to solve this. What would be the best possible way to expand into further branches or to gain more publicity?
Problem Solving Tools:
Below is a list of problem solving techniques which can be used to solve a variety of problems. The following techniques are all potential methods which I can use to solve my problem [Article written by Lionel Valdellon, March 7, 2017]
Creative Problem Solving Techniques:
You might think this will just be a list of out-of-the-box ways to brainstorm ideas.
Creative problem solving (CPS) is actually a formal process formulated by Sidney Parnes and Alex Faickney Osborn, who is thought of as the father of traditional brainstorming(and the "O" in famous advertising agency BBDO).
Their creative problem solving process emphasizes several things, namely:
Separate ideation from evaluation. When you brainstorm creative ideas, have a separate time for listing it all down. Focus on generating lots of ideas. Don't prioritize or evaluate them until everything is captured.
Judging will shut it down. Nothing stops the flow of creative ideas faster than judging them on the spot. Wait until the brainstorming is over before you evaluate.
Restate problems as questions. It's easier to entice a group into thinking of creative ideas when challenges are stated as open-ended questions.
Use "Yes and" to expand ideas. Here's one of the basic tenets of improv comedy. It's way too easy to shut down and negate ideas by using the word "but." (i.e. "But I think this is better...") Avoid this at all costs. Instead, expand on what was previously introduced by saying "Yes, and..." to keep ideas flowing and evolving.
Takeaway: when brainstorming solutions, generate ideas first by using questions and building off of existing ideas. Do all evaluating and judging later.
Problem Solving Tips from Psychology:
If you take a look at the history of problem solving techniques in psychology, you'll come across a wide spectrum of interesting ideas that could be helpful.
In 1911, the American psychologist Edward Thorndike observed cats figuring out how to escape from the cage he placed them in. From this, Thorndike developed his law of effect, which is basically: if you succeed via trial-and-error, you're more likely to use those same actions and ideas that led to your previous success when you face the problem again.
Takeaway: your past experience can inform and shed light on the problem you face now. Recall. Explore.
Barriers to Reproductive Thinking:
And then there were the Gestalt psychologists who built from Thorndike's ideas when they proposed that problem solving can happen via reproductive thinking, solving a problem by using past experience and reproducing that experience to solve the current problem.
What's interesting about Gestalt psychology is how they view barriers to problem solving. Here are two such barriers:
1. Are you entrenched? Look up mental set or entrenchment. This is when you're so fixated on a solution that used to work well in the past but has no bearing to your current problem. Are you so entrenched with a method or idea that you use it even when it doesn't work? As Queen Elsa sang, "Let it go!"
2. Are you thinking of alternative uses? There is a cognitive bias called functional fixedness which could thwart any of your critical thinking techniques by having you only see an object's conventional function.
For example: if you need to cut a piece of paper in half but only have a ruler, functional fixedness would lead you to think the ruler is only good for measuring things. (You could also use the ruler to crease the paper, making it easier to tear it in half.)
Takeaway: think outside of the box! And by box, we mean outside of the past experience you're holding on to, or outside any preconceived ideas on how a tool is conventionally used.
More Problem Solving Tools:
Hurson's Productive Thinking Model:
In his book Think Better, author and creativity guru Tim Hurson proposed a 6-step model for solving problems creatively. The steps in his Productive Thinking Model are:
1. Ask, "What is going on?" Define the problem and its impact on your company, then clarify your vision for the future.
2. Ask, "What is success?" Define what the solution must do, what resources it needs, its scope, and the values it must uphold.
3. Ask, "What is the question?" Generate a long list of questions that, when answered, will solve the problem.
4. Generate answers. Answer the questions from step 3.
5. Forge the solution. Evaluate the ideas with potential based on the criteria from step 2. Pick a solution.
6. Align resources. Identify people and resources to execute the solution.
Use a Fishbone Diagram to See Cause & Effect: 
The most important part of defining the problem is looking at the possible root cause. You'll need to ask yourself questions like: Where and when is it happening? How is it occurring? With whom is it happening? Why is it happening?
You can get to the root cause with a Fishbone Diagram (also known as an Ishikawa diagram or a cause and effect diagram).
Basically, you put the effect on the right side as the problem statement. Then you list all possible causes on the left, grouped into larger cause categories. The resulting shape resembles a fish skeleton. Which is a perfect way to say, "This problem smells fishy."
Use Analogies to get to a Solution:
Another tool you can use is analogies. Analogical thinking uses information from one area to help with a problem in a different area. In short, solving a different problem can lead you to find a solution to the actual problem. Watch out though! Analogies are difficult for beginners and take some getting used to.
An example: in the Radiation Problem, a doctor has a patient with a tumour that cannot be operated on. The doctor can use rays to destroy the tumour but it also destroys healthy tissue.
Two researchers, Gick and Holyoak noted that people solved the radiation problem much more easily after being asked to read a story about an invading general who must capture the fortress of a king but must be careful to avoid landmines that will detonate if large forces traverse the streets. The general then sends small forces of men down different streets so the army can converge at the fortress at the same time and can capture it at full force [Lionel Valdellon, March 7, 2017].
Solution:
There are a variety of different ways which can be used to expand this business into a much larger one. One way can be through branding, by sustaining a string brand which is unique, it makes this restaurant stand out from the rest attracting more customers. The only limitation of this is that is has very high costs due to the software needed to design the menu as well as the money needed to print the menu. A more viable solution would be to produce an electronic menu which can be accessed on peoples’ phones making it paperless and fewer costs. An app can be made to order food and access the menu which is a much easier process which will attract more customers. Another way is to increase advertisement through radio, TV and leaflets etc. This is a very practical method and is most likely to have the most impact due to the major publicity which will be gained from these advertisements. However, there is an extremely large cost needed to fund this and if these adverts gain no extra customers, then this is related to as a ‘sunk cost’. The final way would be to introduce a higher level of customer service. This can be hiring better waiters or implementing new ideas in the restaurant. The management system can also be used to implement a structure within the business so employees are not slacking and are working to their full potential.
References:
PESTLE analysis - http://pestleanalysis.com/what-is-pestle-analysis/ [Accessed: 25/08/2018]
Typical Problems in the Industry - https://www.bfscapital.com/blog/ten-common-restaurant-problems-how-fix-them/, Matt Meltzer – 28/03/2017 [Accessed: 26/08/2018]
[bookmark: _GoBack]Problem Solving Techniques - https://www.wrike.com/blog/problem-solving-techniques/, Lionel Valdellon – 07/03/2017 [Accessed: 27/08/2018] 
