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Introduction


The problem solving and decision making will be provided in the next report. The process of problem solving is to define the problem searching for information. The goal is to find and implement a solution, for a well-defined and structured problem. In every organisation or workplace, the conflicts are always present. Because we all have different points of views, we may end up disagreeing and the problem may appear. Therefore, it is very important to acquire problem solving skills. Different problems have different problems and different solving techniques. The first is negotiation which is the most common way to solve the problem. This involves one to one talk and the conditions set by both parties. Another technique is meditation which introduce someone who will make peace. The mediator does not make the decision for them. Arbitration is another approach in problem solving which involves an impartial person who makes the decision for them. Problem solving and decision making are very important skills for business and life. Most of the time problem solving involves decision making and this is very important for management and leadership. Problem solving and decision making are closely linked, and both require creativity in identifying and to develop options. The problem can be small, large complex or simple and it is the role of the Manager to find the solutions. In all managerial activities is fundamental problem solving and decision making. Problem solving is defined as large process that begin with identifying the problem and decision-making is a process in which identify alternatives before making a final decision. Most of the time management require problem solving and decision-making strategies. Problem solving and decision-making process involves at least four phases. First phase is an input one in which the problem is perceived and understood. The second phase is a processing one in which the alternatives are found where the solutions are selected. The third one is an output phase in which a solution is planned and implemented. The fourth phase stands as a review phase in which the solution is evaluated and modified If necessary. The problem solving and decision-making process is described by many researchers with a beginning with a gap and ending with an implementation of a solution to feel that gap. Every phase of problem solving and decision-making process includes specific steps which must be completed before moving to the next stage. It is known that today’s competitive environment decision-making and problem-solving skills are essential in the workplace. Also, we need to take in consideration the fact that we need to know strategies for the process of problem solving and decision making which will help us to achieve positive outcomes. Every aspect of a business is influenced by decision making including employee’s retention, customers satisfaction, the reputation of the company. 

Problem solving and decision making are closely connected; in which why this is important in order to develop good problem-solving and decision-making skills. 
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 Complex problems in the workplace most of the time involves gross misconduct, such us: harassment, arriving at work under the influence of alcohol, arriving to work under the influence of drugs, using the name of the company without permission, using goods of the company in your benefit, theft or fraud, physical violence or bullying, damage to property, misuse of confidential information, offering or accepting bribes. 
Angel is a young worker in a big company which deals with selling laptops and computers. The employee Angel was using for his own benefits the company products. This is a complex problem and it’s qualified as a gross misconduct because Angel was taking company supplies for personal use outside workplace and the next steps can be used to solve the problem: dismissal without notice, investigation, chance of appeal, expert support. For the first solution (dismissal without notice), employers should proceed with care and to follow a fair process when decided to dismiss an employee without notice. All companies should have a code of practice on disciplinary matters. Dismissal without notice is an immediate solution which can be taken by the company against their employees, but there are some restrictions in this solution. The dismissal can make other employees to feel safe and not to repeat the same misconduct in the future. But this may not be the proper solution because the main cause of the incident will be unknown. That is why proper investigations should be made to find out the real cause. The employees should also have a chance to appeal, otherwise this may lead to break the legislation. In the worst case the expert support can be taken.
Complex problem solving is defined as a series of observation and informed decision used to find a solution to a problem and implement it. This also involves considering resources and changes to circumstances which may affect the trajectory of the process and solution success. This process of solving a complex problem must involve the impact of the solution on the surrounding environment and individuals. The process of solving a complex problem includes:
-The scope of the problem
-Impact of the problem
-Resources available to solve the problem
-Potential changes to the situation
-Potential solutions 
-Optimal solutions
-Impact of optimal solutions 
-Ways of implemented solutions 
-Methods of measuring solution success.
The list of commonly steps is listed below:
1. Identify the problem and its cause-this is helpful to identify the problem and determinate his cause.
2. Consider the impacts of the problem-this is a very important step to understand the impacts of the problem. 
3. Brainstorm solutions-this often involves teamwork 
4. Consider the impact of the solution-In this step the same items can be used to determine the impact of the problem.
5. Choose the most optimal solution-This is very important and it must consider the pros and cons of each options and compare them to the original situation. 
6. Implement a plan-after the determined potential solutions you have to plan ways to implement them.
Scope
By this incident the company will lose the reputation in the markets because the consumers will get negative feedback about the company products which is the most important for a business. This can cause damage for the business money and for the reputation for as an honest business and a good employer which can lead to legal actions.
Impact of the problem
Because the employee has used to company product for his own good can lead to negative feedback from the customers against the company product. This may avoid buying goods from the company or make the company reduce prices. This incident caused by company employee will create a great loose in the market.  
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The problem was created by an employee, using company goods for his own purpose. Therefore, this leads to a gross misconduct. Because this is done by an employee, it can lead to bad publicity for the company. The employee which has used the company goods for his own purpose. Because it was a key employee, he had access in the company every time. That’s why the employee took advantage of that opportunity and made the mistake.  


The employee using the company goods for his own benefit. 
Using the company goods without permission. 
The employee using the products. 
Company reputation will decrease
Clients wont trust company goods.
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To solve a problem usually are different ways and jumping to a single solution is not the best idea, because its limits your option to consider the pros and cons of serval alternatives. In the same time, you may lose the chance to see the best points of the alternative solutions. Alternative solution should reflect different approaches to the problem and present decision makers the real choice and option if the good alternatives are not found than the good solution are not possible. Decision-makers need good information and a careful thoughts outset of alternatives, consequences, key difference and the response of key stakeholders. Provide them good alternatives the best decision that can be taken. Gathering information will help in identifying the root of the problem and deduce potential solutions of the problem. The information is gathered by talking with the people affected by the problem. It is very important to make difference between facts, ideas, needs, opinions and prejudices. In many cases if several people express the same need, this can be an important factor in finding effective solutions. If most information is required this must be relevant to the problem and quantified. It is very important to record all the information gathered. There are two types of information:
Qualitative and quantitative. 
The qualitative focuses on attitudes, behaviours and experiences. The quantitative focuses on facts, measurements and numbers. Both are very important to demonstrate the impact of the problem. At the stage of developing alternatives, the problem must be understood. 




Five ways analysis 

[image: ]


This analysis can be very useful when you want to determine the cause of the problem. This analysis was developed by Toyota Production System in 1970, this involves to look at the problem and ask “why?” and “what caused this?”. Because it is very simple to use, can be integrated to a root cause analysis to help explore every factor and problem.

1. Dismissal without notice-In this solution it is immediate action which will create an example through the employees showing that every type of bad conduct will be punished.
2. Investigation-In this step will be found the reason of the employee for his action. The investigation must be made by a neutral person. This is a time-consuming process.
3. Chance for appeal-Every person gets a chance to explain his acts and then get a chance to appeal. The employee will have a chance to explain his acts and the reason for this. If the employee can’t give a good reason for his work, he will be punished. Like the investigation this is a time-consuming process too and both need time to find the best solution. 
4. Expert’s support-If the company cannot find a valid solution, there are experts who can help find a valid solution according to law. 
Grid Analysis 
All the solutions like investigation, chance for appeal, dismissal without notice and expert support is done with the Grid Analysis. This is a very useful technique to use when making a decision.
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There are three majors’ categories of decision-making techniques: random, intuition based or analytical. In this report we use analysis techniques which allow us to improve our decision-making skills.
Multiple Criteria decision analysis (same or related techniques; Kepner – Tregoe Matrix, Grid Analysis) This technique is using a systematic framework which provides a good compromised intuition and analysis, and evaluated options against a defined set of success criteria with adjustments for risk. This technique which was developed by Dr Charles H. Kepner and Dr Benjamin B. Tregoe was published in “The Rational Manager” in 1965. The main benefit of using Grid Analysis is to make the process more objective. The decision-maker can inject an amount of rationality in the process by using a set of criteria with distinct weights. Grid Analysis can be used for any decision which require a selection between a number of concrete alternatives.

Factors weights

1. Dismissal without notice
2. Investigation 
3. Chance for appeal
4. Expert support





Un-weighted assessment of each decision and how effective each decision is:
                           
	Factors 
	Cost
	Time
	Availability
	Relevant 
	Total

	Dismissal without notice
	0
	0
	3
	1
	4

	Investigation
	1
	3
	3
	3
	10

	Chance for appeal
	0
	3
	2
	3
	8

	Expert support
	3
	3
	3
	1
	10


Weighted assessment of each decision and how effective each decision is:

	Factors
	Cost 
	Time 
	Availability
	Relevant
	Total

	Dismissal without notice
	3
	5
	5
	5
	18

	Investigation
	3
	15
	15
	15
	48

	Chance for appeal
	0
	15
	10
	15
	40

	Expert support
	9
	15
	15
	5
	44



Explanation
According to Grid Analysis the best choice is investigation. This choice will provide a good solution for the problem caused by the employee. Grid Analysis is the most useful technique for the process of decision making. When there are so many alternatives available and many factors which can be considered, then this is the most useful. In Grid Analysis the first step is to identify and list all the options and factors important for the decision-making process. In the second step all factors must be identified and must be included in the decision. The third step is about giving the certain score based on the important of the factors included under the decision. The last option can be eliminated from the chosen option. In order to give overall weight of the decision. Finally, all the weights score can be added in the option and it must be selected which is the highest one. Therefore, the Grid Analysis is essential in the process of decision-making.



[bookmark: _Toc10392231]Develop a detailed plan for implementing the solution

The four implementations’ steps are shown below:
People who take place in the investigation, people who help in the investigation, investigation process.
Investigation
Employee
Action one
Employee who did the gross conduct
Action two
Employee who did the gross conduct
Action three
All the employee related with the employee who did the incident
Action four 
The products used for his own purpose
Resources needed 
Action One
Neutral investigation team
Action two
Copy of all the paperwork related to the incident
Action three
All the evidence of their work interaction 
Action four
Sample of using the product of his own purpose
Progress
Action one
Knowledge about the steps which has been taken
Action two
Statement of the employee
Action three
Update of the office 
Action 4
Main source proof
Completion day 
Action one
Three days 
Action two
Three days
Action three
Five days
Action four
Three days
Potential blockers
Action one
Employees hiding information 
Action two
Any kind of proof can mislead
Action three
Uncooperative employee
Action four
No agreement can be made
 
The action plan is described in the monitoring process. 
Action one 
The employee related with the problem are being questioned. This action requires up to three days. All statements will be recorded by an investigation team. The process will be made by a neutral team.
Action two
In this action all the statements will be matched. In some cases, the employee may hide information and this issue must be solved by the investigation team. 
Action three 
Upon Action three the employees will still be questioned and the investigation process will continue. The employee may know some relevant information about the employee who done the incident. That is why the statement and the colleague’s interaction is very important for the investigation process.
Action four
This action is about the product which was used by the employee for his own good. This is a consuming time process and that is why the whole investigation will take about two weeks to be completed.  The monitoring is done by completing the investigation through the Gantt Chart which represents the time duration for the whole process of the investigation. 
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In a company are two types of stakeholders internal and external. The internal stakeholders are the company owners and the external are clients, investors, media and consumers. In any problem of the company external stakeholders play a very important role.  For the corporation the most common communication method is stakeholders meeting. It is most important for the company to work closely with stakeholders.













	Stake Holders
	Type of Skate holders
	Communication Methods
	Frequency 
	Responsibility to handle

	Investors
	Key
	In a meeting
	Beginning of the investigation
	Corporation

	Clients
	Direct 
	By email
	Beginning and end of the investigation
	Corporation

	Consumers
	Indirect
	By email
	Beginning and end of the investigation
	Corporation

	Media
	Indirect
	By press briefing 
	Weekly
	Making clear the details of the investigation provided by the investigation team















Conclusion

[bookmark: _Toc456901523]No problem is equal, that is why we need different techniques to get different solutions. In this report was presented a complex problem made by an employee from a big company with scope and impact. It was made from a range of solutions like a Grid Analysis for the decision-making process. The solution was being planned step by step and a discussion is made with stakeholders and communication process of the stakeholders. In the end Gantt Chart is given for monitoring the whole investigation in which the best solution is given by Grid analysis. All this report helped us to understand the process of problem solving. To know how to deal with a complex problem which requires many solutions but the interesting part is that none of the process is the same and none give a clear solution to certain complex problems. The report contains the problem solving and decision-making process. The problem was created by an employee of a big company who used the company products for his own good and benefit, which scope an impact. To show the causes of the problem we use the five methods and Fishbone method which represents the possible causes of the problem. By doing this method help us to suggest a range of solutions for the problem created by the company employee. For the decision-making process was done Grid Analysis and discussion for a particular solution was evaluated in a short discussion. The solution was planned step by step through an action plan chart, also a Gantt Chart is given to monitor the whole investigation process which was the best solution after the Grid analysis process. Problem solving and decision-making are used at the same time, and they are both key career skills which complete one another. The main difference between them is that problem-solving is a process, while decision making is an action. In this process of problem-solving we identify the issue by finding causes, asking questions and brainstorming solution. In conclusion when we need to make decisions, we should always weight the positive and negative business consequences and should favour the positive outcomes by doing this we can avoid the possible loses of the company and keep this running with a sustained growth. That is why making the decision by following the right step of the process is the only way to keep the control of our corporate lifetime. 
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