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Introduction.
This is a report written about the process of solving a work-related problem. On here are presented all stages of problem-solving with real life examples, definitions of important key factors, analysis on how problem can occur, and how solutions can be established. Nonetheless, with this report I hope to show my knowledge and understanding of what problems are, why they need to be solved, and how to properly do so.
[bookmark: _Toc133268718]What is a problem?
We as humans, are deemed to face problems. Moving forward in life means facing more and more of them. But now, what are these so-called problems? Problems can occur in many diverse ways, places, scenarios. Meaning a problem can be described in a lot of various ways. To satisfy most instances, a simple definition for the word ‘problem’ can be - a deviation from the normal process something is supposed to go. An uncertainty or a threat. A barrier which is not supposed to be there. A situation when something is not going according to plan, whatever that plan is. Or simply, an issue that needs to be solved, for things to go back to normal (Cambridge Dictionary, 2023).
[bookmark: _Toc133268719]Problem-Solving.
The process of problem solving is usually divided in a few main steps. 
· First, you need to identify and understand what the problem is. Or in other words, ‘defining the problem’. 
· Next up, you need to identify or to determine what is causing the problem to occur. 
· Third is coming up with alternative solutions, with the purpose of solving the problem. It can also be described as the brainstorming stage. 
· Forth step is analysing and evaluating the solutions you managed to come up with, with the purpose of finding the theoretically best one.
· And the fifth step is implementing the solution and reviewing the results. 
(humourthatworks.com, 2023)
[bookmark: _Toc133268720]The workplace problem.
For this report, the problem chosen for analysis is - customer dissatisfaction at a restaurant. And the restaurant used as an example for this, is a place called Spoon Buffet. A well known and loved company, with many spots around the UK. One of which I have dined at a few times before. Meaning that I have first person experience and understanding of what can cause said problem, and how it may manifest.
[bookmark: _Toc133268721]Information about the company.
Spoon is a restaurant franchise, mainly known for their large variety of food cultures, serving meals from all types of places of the world. From Chinese food to Italian food. First opened in Chatham in 2004 (Spoon World Buffet & Bar, 2023). Another thing that they are well known for is the paying method. Where, a customer pays for the entry, and not for the food eaten or the amount eaten. This means that a customer can come and eat whatever they want, and however much their stomach allows them to. With the only rule of no food taken home, that is outside of your body. 
[bookmark: _Toc133268722]Nature of problem.
Although the restaurant has great reviews, usually leaving their customers happy and pleased, there are still a few ways in which some people may leave unsatisfied or with a negative experience. Which is a pretty common thing when it comes to a customer service-based enterprise. 
Now, this is also generally what the problem of customer dissatisfaction is about. It is giving people an unexpected and unwanted bad experience, when going through your service.
[bookmark: _Toc133268723]Analysing the problem.
The next big part of solving a problem is the analysation part. Where you get to look at what the impact of the problem is, and what may be the cause for the occurrence of the problem in the first place. This is a detrimental step for the problem-solving process, as it is impossible to come up with effective solutions, to a problem you don’t even understand.
[bookmark: _Toc133268724]Impact of the problem.
As for the impact of the problem, it mainly falls on the company. Again, we are speaking about a customer service enterprise, meaning that the company is working with people. And a common thing most of us like to do is, talk about our experiences. Both good and bad. This means that, in the case of someone having an unpleasant experience at Spoon, it’s very likely that they will communicate it to their friends, family members, co-workers. Which can lead to giving the company a bad reputation. Which also means fewer potential customers, and/or losing loyal ones.
Another negative impact the problem can have on the company is, the chance of giving their competitors the upper hand, or the advantage to capitalise on those unsatisfied customers. And for companies that want to thrive, this is the opposite of what you want.
[bookmark: _Toc133268725]Cause-and-effect analysis.
The next step for solving a problem is, finding out what the cause(s) of the problem is. And this is possibly the most important step of all. Because you can’t come with solutions to a problem you don’t know the causes of.
But before getting into that, let’s first understand what is ‘the cause of a problem’. Or what can be classified as a cause. A problem’s cause is the reason a problem came up in the first place. It is what made that problem occur. It’s the influence behind it. And there cannot be a problem without a cause. Although it can be unknown or hidden. 
[bookmark: _Toc133268726]Fishbone diagram.
The fishbone diagram, also known as the Ishikawa diagram, is one of the most popular tools for identifying and analysing root causes of problems (Coccia, Mario, 2018). It works based on helping you find causes and the specific categories their rooted in. Using the fishbone diagram can help you map out the problem in an easy to read and very well-structured plan. It gives you easier access to using multiple perspectives to better analyse the problem.
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1.   The first category of causes identified is Furniture. A big impact on customer satisfaction when talking about a restaurant, is the comfort and quality of the furniture. And in the case of Spoon, they partially miss the mark. Although their chairs are pretty soft, they’re still quite basic and similar to some of their competitors. Sometimes worse. And when it comes to their dining tables, it’s unpleasant how uncomfortably small they are. 

2.   The second category is Area & Footage. Being a very popular restaurant, Spoon attracts a lot of hungry mouths. Or mouths interested in tasting some diversity. But the problem is the fact that the restaurant is too small to fit the large number of people interested in coming in. And the solution Spoon came up with, is to crowd-up the place with as many tables as possible. Making it sometimes feel like you’re sitting at the same table with strangers. Occasionally with long entrance lines. 

3.   Third category identified is Health & Hygiene. Which manly manifest in dirty housekeeping and dirty toilets. Tables are occasionally poorly cleaned, and occasionally spilled food is left be for long periods of time. And it’s also hard to control the fact that some ignorant people tend to leave a mess behind them in the toilet.
Now that we know what causes people to not be satisfied with the restaurant, we need to begin thinking of solutions, usually starting from these causes.
[bookmark: _Toc133268727]Alternative solutions.
Coming up with solutions. Usually, you would imagine that the best way to solve of a problem is by simply getting rid of all the causes that created it. But in reality, it’s not that simple. The reason behind this, is that there are many things you need to take into consideration if you’re looking for the most efficient and effective results. And sometimes, simply eradicating all the possible causes, may only lead to more, bigger problems. 
Solution 1. Removing some of the tables and chairs, to make the place more spacy. Whilst improving the quality of the remaining ones. 
Solution 2. Figuring out a way to get a second floor or another large room. So you can spread out all your furniture further apart from one another, making the area more fitting and less crowded. 
Solution 3. Improving cleaning methods and overall attention on maintaining a clean environment. By hiring more people to be responsible with always keeping the area clean.
[bookmark: _Toc133268728]Evaluating alternative solutions.
What is the best solution? When we look at Spoon, we don’t what to implement a solution that makes the restaurant loss its uniqueness. Some things, even if they don’t work in the most efficient way possible, are better left unbothered. Therefore, the best solutions are the ones that most efficiently and effectively solve the problem, without changing the restaurant’s ways too much.
[bookmark: _Toc133268729]Weight decision making matrix.
A well-known solution evaluating tool is the weight decision making matrix. It enables you to analyse and evaluate each solution by individual, relevant factors, to see which one holds the most weight on the problem (freshbooks.com, 2021).

Fig. 2
	Factors
	weight
	Solution 1
	Solution 2
	Solution 3

	Immediate effect on people’s satisfaction
	3
	2
	2
	3

	Long-term effect
	5
	4
	5
	2

	Difficulty to implement
	4
	5
	2
	4

	Total
	--
	46
	39
	35




The first solution will not have a great immediate response. Mainly because the entrance lines will become maybe twice as long. But for the people that do get inside, the experience will be at a whole new level. Less crowded, cleaner, quieter, more comfortable, all adding to their experience. As people eventually realise how much better the experience inside the restaurant is, they’ll feel more motivated to wait in those long lines. Which become less of a problem in the long-term. And it’s all really easy to implement. Making it the most viable and optimal solution.
The second solution will have a similar initial effect, because the restaurant will have to close for a very long time to get the changes in place. Because of how complicated it is to undergo such big changes. But it will pay off very well in the long term. Both for the success of the company and for customer satisfaction.
The last solution is the least influential one. That’s because it is not focusing on the most impactful causes of the problem. The restaurant is usually clean enough to not ruin people’s experience. Therefore, making this solution the least optimal one.
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And now finally to the last stage of problem-solving. Implementing the solution and reviewing the results. To do so, something called ‘Gantt chart’ comes into play. A Gantt chart is a tool used to divide a project into smaller tasks and organise them from start to finish, according to when they need to be initiated, and in how much time they need to be competed (E. Meardon, 2023). For this solution, the tasks identified are:
Task 1. Find a new set of chairs and tables to purchase.
Task 2. Estimate time needed for the change.
Task 3. Communicate plan with stakeholders.
Task 4. Close the vicinity down for the estimated necessary time.
Task 5. Buy new furniture.
Task 6. Sell old furniture.
Task 7. Rearrange furniture.
Task 8. Reopen restaurant.
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Fig. 3


By following this chart, they’ll be able to implement the solution in a very well structured and organized way, while completing it in a very time-bound manner. Reopening in less than 2 weeks.
[bookmark: _Toc133268731]Communicating plan with stakeholders.
One of the tasks mentioned and an important part of implementing the solution is communicating your plans with your stakeholders. First of all, what is a stakeholder? Well, a stakeholder is anyone how has an impact or influence on a company’s present and future (N. Barney, Jan 2023). In Spoon’s case, some of their main stakeholders are their food suppliers, customers, employees, competitors.
And a few of the ways they would be able to communicate their plan with their stakeholders is through: organising meetings with all employees and managers to explain the situation; Contacting their suppliers through e-mail, or call, or a face-to-face meeting to also explain the plan; Announcing the plan and changes to their customers through updates on their website, placards or posters in front of the restaurant and around the area.

[bookmark: _Toc133268732]Conclusion.
To sum up everything that has been said till this point, we’ll keep running into problem for the rest of the predicable future. That’s why it’s important to be prepared to face them, by knowing how to approach and how to handle them properly. As demonstrated in this report, even successful companies can face problems, without whom they could be doing even better. And that there’s almost always something that can be done about it.
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