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Introduction: 
According to Duncker in 1945, “an issue exists when a living entity has a goal but doesn't know how to achieve it”. When action alone is insufficient to get a situation to the desired state, one must resort to thinking, asking “what does this problem mean”? For sure we know that a problem is an unsatisfactory present state. There might be situations, people, environments, or something that overwhelm us in what we are doing or in something difficult to achieve. All those elements, if not supervised ought to create conflict and we know that conflicts do not help the productivity in the workplace. How can we solve it? First, we must understand what the proper reason for a created problem is and how to estate the issue. Usually, problems emerge at the operational level, in the case of the hospitality sector, at the level of waiters or other subordinates. Usually, they need to be led by good leaders, if the leadership is not appropriate the issues might not be identified.  In this case, problems emerge later and will create major damage. Problem-solving approaches might be rational or creative. For instance, thinking differently elevates creativity. Creativity comes when we can organise our thoughts in such a way that we gain a new and improved understanding of the subject or situation under consideration (Proctor, 2018). According to this affirmation, new ideas come out becoming innovative and more useful and feasible for better decision making. As far as it regards our question, more experience means more knowledge. How can we balance those two facts: creativity and experience? In most cases who are creative have less experience, and those who are experienced, base the problem solving on what he already knows. Despite this fact, we cannot make a rule out of it. In fact, we use many tools for problem-solving for having efficient and adequate decision making as result. We have many activities which we can use. For instance, fluency activities, i.e., the ability to develop a high number of ideas in a short amount of time. There are similar approaches such as flexibility which may be somewhat similar or have the same kind of theme and, i.e., the capacity to come up with a wide variety of ideas (few or none of which are similar or share the same kind of underlying theme). The ability to convey depth information and a range of viewpoints or perspectives is referred to as elaboration and originality which can be defined as novelty, newness, creativity (new), or innovativeness (improvement) (Proctor, 2018). But all those abilities nowadays are widely overpassed due to the arrival of the digital devices, which are faster and can learn using artificial intelligence better improving themselves (but this is another subject, not to treat here).
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Different problem-solving models:
The capacity to find a unique solution to any challenge is what distinguishes experience from inexperience in the industry (Pizlo, 2012).
· “Experimentation” is a hypothesis method that is putting the thoughts to the test to improve knowledge, understanding or prediction.
· Brainstorming is the process of considering all your thoughts, no matter how crazy or strange they may seem, and then looking for what the most rational ones are. Some people eventually turn this idea for instance into a marketing strategy, but the first goal is to think of something different (Anon., 2019) 
· An affinity map is a business method for identifying issues. An affinity map or diagram helps to visualize your information coming up during a Brainstorming. 
· Fishbone analysis or cause and effect diagrams have been created by a Japanese professor Kaoru Ishikawa. It is possible to define this analysis as evolution and a more detailed diagram of the affinity map. It helps with the investigation, getting data of risk already happened or data of situation under risk. It is helpful to not jump into a conclusion. The accurate identification and definition of problem situations or areas is the condition for discovering the root cause of a problem.
· Root cause analysis is the process of determining the root causes of problems (causes behind the causes) to find acceptable remedies for example using the 5 W method.
· Trial-and-Error is another method which we also have as a problem-solving technique that involves many attempts to find a solution. A method of observing if it works or not. In case it does not work, it tries a new method. This process is best repeated until success or a solution is reached. We must remember that Trial-and-Error is not a good way to find the optimal answer, nor it is a good way to find all of them. This problem-solving method prevails the pragmatic purpose of discovering a solution. In this strategy, a person will attempt the choice with the best likelihood of success. If it does not work, one can go on to the next best option until a solution fits it is found. To employ the Trial-and-Error, you don't need a lot of information, but you will need patience. It is not the goal of Trial-and-Error to figure out why an issue was solved, for instance, to discover the real causes. Its primary function is just to solve pragmatically the problem. While this may be appropriated in some cases, it may not be appropriated in other ones where the questions of "why" are needed.



[bookmark: _Hlk102043540]Steps of Problem-Solving:                                              The decision-making process:
1. Define the problem, what is the problem?                      1. Define the problem
2. Clarify the problem                                                            2. Gather information: from where?
3. Define the goals                                                              3. Develop and Weigh Alternatives
4. Identify the root causes of the problem                             4. Select the Best Alternatives 
5. Develop an action plan                                                    5. Implement the Decision and 
6. Execute action plan                                                         6. Monitor Progress
7. Evaluate the results
8. Continuously improve

Case Study Analysis:	
Complex problems and their solution contain a variety of characteristics. The way how they are understood determinates the solution. The case study in the appendix describes a complex problem with many factors that cause the loss of revenue. But what the loss of revenue means for the enterprise and the people? The loss of customers and earnings compromises the possibility to provide benefits for the employees and the other stakeholders. Without customers, the restaurant does not have sales and without incomings, it is difficult for the company to provide salary, benefits, and sustain the maintenance of the facilities. All those deficits may also affect the culture of the company for example decreasing the possibility of good training, staff food or a meal for a discovery session. But why all this is affecting the company? According to the case study many customers are discontent, but we should find out what the cause behind this effect is. As an external factor, we can identify Brexit which has affected the hospitality market. There are now fewer employees available for hiring, and this fact creates serious problems for the service. Due to the lack of employees in the hospitality sector guests are more unhappy with the service. Moreover, the pandemic has created a high devaluation of the job. New workers are no anymore willing to work as many hours as before or in the condition which they do not like. They have understood that their health and well-being are more important than working as hard in the job as before. The service level has decreased to a certain extent. Therefore, customers are less satisfied. Furthermore, many potential guests are less willing to spend money outside because they must recover their purchasing power after losing money during the pandemic. Besides this fact inflation is increasing now, and people are more inclined in saving money instead of spending on “recreative” activities for instance going to restaurants. But beyond these external factors we cannot influence, there are still many various internal areas to intervene and work on. As you can see on the fishbone diagram below, there are many factors which might have a significant impact on the loss of revenue. The general manager has to create an implementation plan which will be reviewed by the area manager and which all the employees will have to follow. The term Implementation indicates the process of carrying out, executing, or practising a plan, a method or any notion, idea, model, specification, standard or policy. This is the final step in turning your strategic plans into action to achieve your objectives. The goal is to create a better place where to work. “A good place to work” means a good environment which involves new possible employees, a necessity for making customers come back. The restaurant managers must understand how to develop good communication and stronger leadership skill which will help in the training of the trainee. Implementing better training for the managers allows for giving better training for the new employees through new courses. The learnings will bring a better and sound knowledge of the hospitality market. There will be more orientation to the customer expectation and better understanding of the customers’ needs. Moreover, it will be created as a marketing activity as well for getting back the old guests and recovering the credibility of the restaurant. Every objective will be visualized in a Gantt Chart, where the timelines and tasks of the project management are displayed. A horizontal bar chart that includes start and finishes dates, dependencies, scheduling, and deadlines, as well as how much of the task is completed per stage and who is the task owner. This technique may assist managers in keeping work on track. The group of individuals with an interest or investment in the company's operations, as well as anyone who can influence or be impacted by its activities, is referred to as a stakeholder and has always to be figured in the implementation plan. In this case, the marketing area, the managers, the general manager, the employees, and the area manager are the main stakeholders. The area manager will be the one who will do the approval and the monitoring through a certain period which might last for three months from the beginning of the plan.
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Creative thinking is beneficial to all aspects and actions of management. New ways to sell commodities, develop new production processes and encourage people, among other elements, are important. Every business setting where things could be done in a more business-like, profitable, or satisfying way attracts attention (Proctor, 2018). After finding the strategy and proposing a solution, the implementation plan has to be acted out. To complete the project, it is necessary to identify the personal resources and document the activities in a timeline to determine the project’s completion. The most important step in the implementation process, beyond the execution plan, is the monitoring activities. The quality of the implementation determines its success. For the best solution provided, the best result in that field will be achieved. Any plan must provide a competitive advantage for the company based on sound ideas. There are not only complicated problems but complex ones. For the result of a complex problem, it is necessary to act out effective decision making, considering the interest of the main stakeholders. These are, beyond the technical ones, the most important skills a manager should have. A problem solver should be a good critical and creative thinker to provide the best solution. Making good decisions improves one's well-being and makes life easier in general. However, it is not uncommon for people to make critical life decisions without fully considering them. As a result, time is lost, opportunities are missed, and avoidable complications arise. This is the reason why we use guided reflections, observations, and other activities to think more deeply about the "whys" and "hows". In this way we can make better decisions for us.









Appendix:
The case study was approved by the lecturer.
An organization of food and beverage which provides efficient service, fresh food in a good environment is having a lowering of the revenue. Many guests are discontent and many of them are choosing to dine in another place and the reputation of the company is losing its credibility. From the motoring of Dogwatch has been shown the percentage of every section is decreasing quickly. Many dissectors are writing bad reviews creating the possibility of  loose more sales. The area manager is asking the general manager why the restaurant management is not getting the maximum of the employee. Why productivity is decreasing and why the guests are unsatisfied. The general manager investigated. First, waiters are not well trained. The management is not strong and not appropriate. There is also a high volume of turnover due to the environment, which is affecting; the restaurant management plays an important role, if a manager does not have efficient leadership skills, the employees might feel not supported, creating confusion and dissatisfaction in the workplace. The loss of revenue creates the risk of not being able to give to the restaurant what the sales should cover. i.e., the bonus for the managers, most important, salary for employees, fixed costs, or the possibility for growth. Moreover, the culture of the restaurant will negatively be affected. For instance, one could lose the possibility of free dining for new trainees, of discovery session and staff party for employees which is important for the team to stay together and have some relaxed time too.  In this situation, a strategy has to be planned, and a resolution plans to be developed. A stakeholder analysis, which helps to understand better what is happening and why all those issues are affecting the business, has to be operated. An analysis of every single section of the restaurant to better understand which stakeholders (employees, customers, suppliers, future investors) are affected for finding a better solution, for increasing the sales and gain back the revenue has to be done. After finding a strategy, an implementation plan and monitoring plan has to be developed and acted out.
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