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1)     INTRODUCTION
This assessment  I have done using the  experiences I have gained during my studies in the  field of Problem Solving and Decision Makin. This  has helped me a lot in learning new working techniques, especially the roleplay, carried out with classmates and teachers, where we were encouraged to take on different roles in order to improve our self-belief and confidence in dealing difficult problems or situations.

 
Background
 
I am the Manager of a small but busy Starbucks Coffee Shop in central London. The outbreak of the 2020 Coronavirus Pandemic has fundamentally changed the working practices within the store. Previously we would typically employ 3 - 5 staff per shift, depending on the expected level of business, and have a flexible approach to covering the requirements within the store at any one time. The staff would be expected to cover multiple roles within any single shift, moving between the Barista Stations ('Bar') and the Cashier Stations ('Till') as well as covering table clearing and cleaning, Toilets Checks and cleaning and checking and re-ordering of supplies along with other administrative duties.
 
2 Define a complex problem


Since the outbreak and the re-opening of the store after the ‘lockdown’ it has been necessary to introduce new working practices that follow government legislation and advice from NHS England
 
There are now strict limitations placed on the number of customers allowed in the store at any one time. There are restrictions on the movement of customers and the introduction of a ‘one-way system’ designed to enforce the new social distancing rules. There are restrictions on the use of the lounge area, external seating, as well as the Toilets.
 
There are also new directives from Starbucks HQ that are designed to keep employees (’Partners’) safe and minimize the risk of transmission of the virus between staff.
 
These measures mainly involve the use of PPE (Personal Protective Equipment), increased and more frequent use of washing facilities, and the distancing of partners from each other by separating roles and not sharing roles or mixing and matching tasks.
 
The concept being that 1 partner should remain in the Bar, I partner on Till and a further partner welcoming and directing customers and ensuring that customer numbers and social distancing policies are maintained.
 
It has been decided by Starbucks HQ that a maximum number of 3 staff can work at any one time in order to maintain service to customers and providing a safe working environment for staff.
 
3 Analyse Information on the Identified Problem
 
The staff member is unhappy because of the increased workload, particularly on the partner that is located in ‘the Bar’. The partner has stated that there is a considerable difference in the workload of each employee within the new guidelines and that this is having an adverse effect on the stores ability to provide the level of service that customers expect as well as causing discomfort and stress to the employee tasked with working in the Bar.
 
The employee has given examples of customers having to wait several minutes for their drink and is concerned that if the company is not able to meet the demands of its customers, they will lose them, and business will suffer.
 
The employee has also reported that they are finishing shifts completely exhausted and, in some cases, unwell as a result of stress.
 
Discussion
 
Employee: Good Morning, Could I have a word with you about the new working system please?
 
Manager: Good Morning, Of course, please follow me to the office where we can speak privately.
 
Employee: Thank you, I have to say that I am not really happy with the way that I am expected to work since we have returned after the ‘Lockdown’.
 
Manager: Oh. I am sorry to hear that, what is the problem?
 
Employee: I understand why we have been asked to carry out only 1 task, and I understand that the company is trying to keep us safe but it is unfair on me because I am always asked to do the ‘Bar’ and this is the most difficult and stressful job and also carries the most responsibility.
 
Manager: Ok, I understand, go on….
 
Employee: I am finding the workload in the ‘bar’ is far greater than on the till or on welcome and when we are busy I am finding it really difficult to keep up with the demand for drinks all on my own! Sometimes there is a big queue of people waiting and they are all staring at me and I feel very stressed. I want to do a good job but sometimes people have to wait for several minutes and they look fed up when they get their drinks.
 
Manager: I see. I can understand this must be quite unpleasant for you?
 
Employee: Yes it is, and not only that but after working really hard for my whole shift I am then expected to clean down my workstation, refill all the syrups and coffee etc all on my own? This is while the other 2 partners are just standing talking to each other because they have finished their work. I am often exhausted after a busy shift and my supervisor, who gets paid more than me, has hardly done half the work that I have done?
 
Manager: Thank you for bringing this complex problem to my attention. Can you continue for the time being while I investigate the situation and try to come up with an acceptable solution to the problem?
 
Employee: Ok, thank you for listening, I will try to carry on to the best of my ability for now but I would appreciate if you could try to help me and also improve the service to our customers.
 
 * Summary of Discussion
 
During the discussion the employee stated that the demands placed on the partner working in the bar were unreasonable and that during busy periods a significant back-log of drinks could build up with only 1 person able to prepare drinks.
 
The employee felt that the responsibility for the efficiency and smooth running of the store now lies almost exclusively with the staff member working in the bar. It was noted that this responsibility is not recognized or rewarded as the store manager and supervisors rarely work in the bar, and therefore, lower paid members of staff are bearing the vast majority of the burden and responsibility whilst getting paid less than more senior staff with only a fraction of the workload.
 
The number of staff capable of working in the bar under pressure and during busy periods is limited and further means that the same staff members are being allocated with this task whilst others are regularly given the simple less stressful roles on the Till or on Welcome.
 
Furthermore the staff member stated that the majority of the cleaning, re-filling, and dating of products all fall on the partner allocated to the Bar and that those working within the other roles were often idle whilst waiting for their colleague to finish cleaning.
 
Use a Decision- Making Technique to Evaluate
 
As a store manager I must now evaluate this complaint and carry out an assessment of the situation as it stands. I propose using both PESTLE and SWOT analysis to determine the impact (both actual and potential) of this situation on the business.
 
PESTLE Analysis
 
For this I am looking at six external factors that could influence the business in this situation. These are Political, Economic, Social, Technological, Legal and Environmental.
 
· Political.
 
This complaint is partly caused by restrictions placed on out business by government during the Coronavirus Pandemic. The problem did not exist before as staff were able to interchange roles and help each other to complete their required tasks.
 
· Economic
 
The situation has the potential to affect the company significantly in an economic sense. The complaint makes reference to the long waiting times that customers are experiencing and ultimately this will impact sales.
 
· Social
 
Starbucks prides itself on its position within society and works hard to promote the social aspects of drinking coffee. Any negative pressures placed on the publics’ view of Starbucks must therefore be seen as a cause for concern.
 
· Technological
 
The coffee buying experience has undergone dramatic transformation over recent years with online ordering and contactless payments. It is alarming to see these advances held back because a single member of staff cannot make coffee fast enough!
 
· Legal
 
This complaint raises several legal issues and is closely linked to legislation from our politicians in order to contain the coronavirus. The company must act withing the law but must also consider the rights of partners under employment law. The employee may also feel that their human rights have been infringed and care must be taken that there is no discrimination involved in decision making processes.
 
· Environmental
There does not appear to be any direct environmental issues related to this complaint.

 
SWOT Analysis
 
For this I am looking at internal pressure that could influence the business in this situation. These are mainly Strengths, Weaknesses, Opportunities and Threats.
 
Starbucks is well respected, and it has good products that appeal to customers. Buying coffee (and drinks) from Starbucks is considered a pleasant and social pastime. Improvements in technology have made the buying experience even easier.

It is alarming that the reputation and social standing that Starbucks enjoys may be put at risk because the  majority of the work falls upon 1 person and everything relies on the speed at which this single person is able to make drinks! 

Conclusion:
 
 After studying all the possibilities about the equality in the workplace we have taken 3 choices:
· Expand the local therefore being more space.
· Recruit more people
· Increase the salary.
· 
Afterwards we had a meeting with the workers which have told me about their satisfaction with the new change.


*I have then analyzed my thoughts and performance using SWOT analysis in order to improve my personal development and time management.
I have carried out an assessment of the qualities that employers are looking for and matched them to my own skills and experience.
Finally, I have outlined my intended career path along with the qualities and qualifications that I need in order to make my plans a reality.
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