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[bookmark: _Toc59206191]INTRODUCTION 

Problem solving is a fundamental part of our everyday lives. By this we mean all the methods we use to understand what is happening in the environment around us and identify the things that are not working in order to start planning a solution so that we can improve them (Stottler, N.D). A very important part of this process is the decision-making part, which consist in the choices between different possible solutions which can solve the problem. This can happen through an intuitive or reasoned process (Skills you need,2020). 
This two are both very important in both professional and private life. This report will focus on the first one. Starting by a description of a problem in my own workplace, there will be an analysis of it and a discussion of alternative solutions. The focus will mainly go to the different decision-making techniques and a plan to implement the solutions. 
[bookmark: _Toc59206192]PROBLEM IN MY WORKPLACE 

[bookmark: _Toc59206193]Identification of the problem
I have been working in a restaurant for the past year, where the team is big and there are individuals coming from different countries. One of the major problems in working in places like this is that when it comes to communication things always become very challenging. Every day the menu slightly changes and during the lunch briefing the managers are supposed to make sure the staff is aware of it and of all the allergens that every dish has, but most of the time this do not happen or most of the staff is not there in that moment. During the last months there were new team members joining us and most of them were not properly informed about this. One day one of them had a complaint from a customer saying that the waiter was not well prepared regarding the dishes and there seems to be confusion among all the staff. 
[bookmark: _Toc59206194]Analysation of the problem 
When this happened, my managers started took over the situation and tried to understand the problem and try to solve it, first with the costumer and after with the team member. This was not the first time that something like this happened and so we decided to have a meeting all together in order to try to find some solutions for this problem. Every one agreed this was happening because of lack of communication. This, especially in the working place, leads to conflict, lack of information, poor performance and can also cause the business to lose a lot of money every year (McQuerrey,2019).  One of the reasons it lacks its because it can become overwhelming sometimes which means that the workers are exposed to a huge number of information every day and this makes them confused sometimes. Most of the times it can even be unclear and can lead to different interpretations (O’Neill,2018). Another important factor that contributes to all of this is the fact that every employer’s first language is different, so that, sometimes can be even difficult to understand some concepts and indications given from the managers. 

[bookmark: _Toc59206195] Alternative solutions 
It is very important to create a space for communication in every work place so that employers can feel comfortable to discuss the different problems and thing that do not work properly. This can be a way to identify what is happening and what needs to be changed or improved, through a discussion and a sharing of different opinions and points of view (Power DMS,2019). It is really important for the managers to check in with employers regularly in order for this to happen. Meetings and trainings are fundamental for them to be aware of the latest changes and rules in place, but also to make them feel part of the team and make them feel secure to share also their ideas. This can be really helpful especially for the new individuals joining the team (Eisenhauer,2020).  Other solutions could be to make use of the social medias to pass information to the team, so in case they are not in the working place when discussion and trainings are taking place, they will be able to be aware of the changes anyway. It is important for every single member to try to make their best in order to make everything work. 
[bookmark: _Toc59206196]DECISION MAKING TECHNIQUES
There are different decision-making techniques that can be used in order to solve a problem. Among them the most used in businesses we have swot analysis, pestle analysis and cause- effect analysis. 
[bookmark: _Toc59206197]Swot analysis
Swot analysis is a tool used to identify the strengths, weaknesses, opportunities and threats of a business in order to understands what needs to be improved and changed. The first two points are related to the internal condition of the business, whereas the second two depend on external factors like economy or market situation (Parsons,2018). It is usually done by summarising all this points on a graph. 


	STRENGHTS 
Multicultural team members 
Strong team
Strategical position of the business which attracts more customers
	OPPORTUNITIES 
Different festivities or events organised that can attract costumers 


	WEAKNESSES 
Difficulties to manage the numerous team
Challenging communication 
Constant changes inside the business 
	THREATS 
Difficult economic period which leads to lack of costumers




The problems that emerge from this graph are the same mentioned before, which are the one related to the team management and miscommunication. This are problems that need to be solved internally, whereas those regarding the threats is something that can not be solved by the team members. 
[bookmark: _Toc59206198]Pestle analysis
Pestle analysis is another important business analysis tool. It covers six key factors which are: economic, sociological, technological, legal and environmental. This is mainly used to identify how external factors could influence a business and it is usually done following the swot analysis. There are different variations of pestle analysis. Pest analysis which covers four factors which are political, economic, sociological and technological. Steep analysis which covers all of the previous one but with the addition of one more point which is the environmental one. Steeple analysis which includes also legal and ethical factors (Pestle analysis, 2015). 
All these points are fundamental parts that need to be consider in order to improve the business and understand what the challenges that will be faced are. However, they do not work for the problems that are internal. So, it is necessary to use different tools. 
[bookmark: _Toc59206199]Cause-effect analysis
Cause effect analysis is also known as fishbone diagram. This is a method which encourages creative thinking by looking backwards, so understanding how and why a problem happened, but also looking forward, which means looking to the future and decide how can a thing be improved and what are the things that need to be changed in a business (Creately,2018). His names derive from the fact that once all the points are put down the structure that comes out remind of a fishbone structure. The head of the fish represents the problem under discussion. Whereas for each bone there should be the different causes that brought to this point, which can also be grouped in different categories (Belyh, 2019). The major categories are usually: method, machine, materials, manpower, measurement and management, place, procedures, people, policies, surroundings, suppliers and system. First of all, it is necessary to decide on which of them to focus on and then for each of them identify the different factors that lead to the problem. This is a thing that should be done in group if it is related to a general problem. Everyone should give points to add and their point of view so it is possible to discuss them and try to arrive to the root of the problem. 



People                                                               Process 
· LACK OF COMMUNICATION              INABILITY TO PROPERLY SERVE A COSTUMER 
· MISUNDERSTANDIG                          WRONG AND MISSING INFORMATIONS GIVEN
· IMPROPER TRAINING                        
· LACK OF KNOWLEDGE 

LACK OF COMMUNICATION & 
COSTUMER COMPLAINT 





· NOISE AND FULL OF PEOPLE                       BUSY WHEN NEEDED
· DIFFICULTY TO COMMUNICATE                 UNABLE TO PROPERLY DELIVER
WITH EACH OTHER                                       INFORMATIONS OFTEN DONE VIA PHONE.
· BUSY  
· COSTANT CHANGES                                                                
  Environment                                                        Management 


As a result of this fishbone diagram is clearly understandable that this problem came out because of different factors happening in the working place. The first one was the lack of communication due to the managers who did not pass it properly and that they did not make sure everyone was aware of the changes. Most of the time the information have been delivered via phones on the different group chats and most people did not read them or did not have access to them. The second one was that the place is always very noise and busy so it is difficult for people to communicate between each other, and even when it come to talk to a manager it can become challenging. The third problem are all the constant changes that are being made in the place and due to the lack of communication most of the team is not aware of. 
[bookmark: _Toc59206200]PLAN FOR IMPLEMENTING THE SOLUTION
After all the problems have been made clear in this diagram it is the managers responsibility to figure out a plan and find a solution. First of all, there should be two regular briefing per day before the start of every shift in order to make the team aware of all the daily changes such as those on the menu. Delivering messages via phone should still be used as a form of communication, so even if someone is missing from work, can easily know what is going on and what the new rules are. Managers must talk to each other in order to not create confusion about the things they will communicate to the rest of the team, and during each shift there should be a designated one to help the staff if there is any need or problem with the costumers. More trainings should be organised and put in place in order to be sure all the team members are on the same page and all the new ones are aware of the things required to work in there. It is not only the managers responsibility to make sure the costumers are satisfied, but each individual should communicate properly to them and only in case of issues contact the person responsible for that. 
[bookmark: _Toc59206201]CONCLUSION
As a conclusion there are different problem solving and decision-making techniques that can be used in our everyday life. They help us reflect on different aspect of it and improve our performances. It is very important to have a look back in the past or at the present in order to improve our future and solve those little problems that we face every day. Sometimes it can be difficult to notice all of them but we must ask ourselves how we can do better and investigate on why a certain thing is happening, only like this we will have a clearer vision of everything. After we can start looking forward and, learning from our experience, try t
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