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1. Introduction 

Problem solving and decisions making are two very important concept in the life of every day, wherever you are, in your home or at work. It is not important what you are doing, and where you are, you will face with different kind of problems and choices daily.
Many decision and issues are thus little that we tend to might not even notice them. Even little choices, however, may be overwhelming to some person. They may return to a halt as they contemplate their perplexity and check out to decide what to try and do (Skills you need, 2020). 
Managers and leaders of all levels need to be sure that problems are solved in order to let the ideas and innovations of tomorrow circulate freely. 
Using checklists, proposing various solutions, generating ideas and encourage confidence in the team, like this you'll be able to spot the answer in every problem, and build ideas to rival even the most effective strategists (Adair, 2016).
The report will explain what are the “Seven Steps of the Problem Solving” of Dr Shoji Shiba and will analyse and define a problem at my workplace, describe it including is scope and impact in the organization, propose solutions, use a decision making technique, develop and communicate to the team a plan and ensure the success of the solution by monitoring the situation. 

2. Problem Solving and Decision Making

Anyone can benefit from having a develop skill on solving problems as everybody face problem every day. It will be fantastic to have the ability to resolve all issues efficiently and without difficulty, but unfortunately, we need to work on every problem and try to do our best to resolve it. Problem solving is a significant ability that can extremely just be learnt, and idealized, through practice.
An issue is a separation into how things presently are and the way they have be. Problem solving structures the 'connect' into these two components. To close the gap, you must comprehend the state of affairs, the problem, and the manner in which they should be, the solution (Managers Org UK, 2020).

The crucial difference between problem solving and decision-making is that solving problems is a procedure used to find the possible solutions, making decisions is a part of a problem solving, is an action based on what is discovered during the problem-solving process (Change Board, 2020).
The professor Dr Shoji Shiba during his professional career developed the “Five Steps Discovery Process” that later became the “Seven Steps Problem Solving”. This process it is been a guideline in the recent years for the transformation of the Indian manufacturing industry (Zintegra Net, 2020).
Following the seven steps will assist you, to analyse deeper your problem and arrive to the solution.  Using this method will help you evaluating and solving different kind of problem with different complexity. 

Step 1 – Select Theme (Definition of problem)
When you are working on the definition of a problem ask yourself some questions: be specific as possible regarding what is the problem that need to be solved. Is the problem the same if you watch from different point of view? There is someone that is thinking that is not a real problem? This problem is a symptom of a deeper problem? Can be an opportunity this issue? One you solve the problem it will be some beneficial? 
If you can answer at most of these questions you are at a good point because you should have a clear image of what your problem is that need to be resolve.

Step 2 – Collect and analyse data (Observation of the problem)
After process the matter, subsequent necessary step may be a systematic analysis of the accessible information. Collecting all information, you can relate to all details of the issue. Here you will find what you already know and are the sector where you must investigate. 
It will be helpful to write down a list with all the fact you are going to discover. You may find valuable to answer at some of these questions. What does affect the problem? What will be the benefit of resolve the issue? What we need to solve the issue? What will happen if we do not resolve the issue?   


Step 3 – Analyse causes

There is in every case more than one approach to take care of an issue and, now and again, concurrent arrangements might be required. First you need to question of “Why”. Question like those, Why the issue arises at the beginning? Why you want to resolve the issue? Why the issue escalates as far as it has?
You can use some of the following methods to help you to analyse the causes. Brainstorming, Fishbone Diagram, PSTLE Analysis, SWOT Analysis, Risk Analysis, Ask an expert, Work backwards, Do the opposite.
At the finish of this progression you can be sure you will have the best arrangement if you have investigated every single imaginable road and created each possible alternative.

Step 4 – Plan and implement Solution (Action)

After you write down the list of the possible causes it is time to select what is the best action to do in order to eliminate the issue. In this case you need to question of “How”. How long has the issue been alive? How real are the information available? The selection of the right solution is a ranking of the alternative against one to another one with an option for each one “pluses and minus”.
Remember, the best solution will be the result of many reflections, a possible solution for any problem is to simply do nothing, it should now be all right to put the solution in place. If something happens so that the chosen solution cannot be used, there will be a list of alternatives that have been evaluated, prioritized them and use it.

Step 5 – Evaluate effect (check)
Monitor the progress of this step is something that must be done well. The question of this step is: did it work what I choose to do? In this step you must control if what are the progress of all the previous steps in order to make, if is the case, some changes. 

Step 6 - Standardisation 
When the right solution is found it, we can see if we can use it for all our company in order to improve all the organization. 
Step 7 – Conclusion of process
It is hoped that all went according to plan, and the problem is solved and if is not, this step is always the same. It is essential that the entire procedure can be assess by the issue to the solution and a good starting is to record the process in 7 steps. 
This step aims not only to allow a reference to the future, but also a master experience for future troubleshooting. You should answer the following questions: How effective was the solution? Did I achieve my goal? What are the consequences that the problem solved activity have done on my situation?
If you did follow the seven steps you should answer at all the questions properly. In that case your work has done correctly, and your problem solved.

3. Problem at workplace

Definition of the problem
In a previous workplace as manger account, I received a telephone call from an irate client who has been waiting for a call back from my colleague regarding an issue they had been experiencing with one of the material we were working on it during the final step of the process.

Observation of the problem
As per my role in the organization was my priority to understand what was going on with the client. I make a few phone calls with the client and I also talk with my colleague in order to understand what the real issue it was. I then realized that the problem was a misunderstanding between the two of them. It took me sometimes to collect all the information.





Cause analysis
At this point I need to understand why this issue happened. The best option for me it was to use a Fishbone Diagram as a tool. 
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As a result of the fishbone diagram, I understood there was more than one cause.  First, I noticed that we had a problem with the phone line that day so it could be possible that the misunderstanding it was originated from a real missing information due to the phone line issue. 
Second, I discover that the client has some problem in his organization, and he had some delay on passing some information. 
Third, from our side the account director that day was absent, and the company discover only later the day. 
I deduct that we had an inefficient workflow because we should have known from the start that the account manager was away. 
Plan and implement Solution (Action)
After I reviewed the result of the fishbone diagram, I understood that we should have resolved the phone line problem in time so that we could communicate clearly with the customer and avoid misunderstanding. 
I told my colleagues to call the client and apologized for the issue; it was clear that he had forgotten to call him back due a problem to the phone line. I told the technical department to spoke to the phone company in order to resolve immediately the issue. I then ask to the responsible of the secretary to call the personal secretary of the account director and let her know that it was her priority to inform us directly when he was absent.

Evaluate effect (check)
During the action of the solution it was my responsibility to be sure that all the passage was follow from all the stuff member in order to maximise the workflow.

Standardisation
From this day on the company decided to have some new guidelines to follow in that specific situation. The company also decided to introduce some new training course for all member of the organization, relating on how to resolve an issue.

Conclusion of process
The end the result was, by taking ownership of the situation, I was able to solve the issue and reduce any further stress between the client and the company. As a company we also understand that it is important to double check with the client the information if we are not sure or what we understand. We know how is important to follow some guidelines. 

4. Conclusion
Doing this assignment has improved my Problem Solving and Decision-Making skills. Working for this module has been an amazing experience. 
I have had the chance one more time to think about the ways I have learned many things and how they have been useful to me. I evaluate this module as a strong and important base for my future university careers. I will use what I have been learned at my workplace and in my life. 
After the work I have done on the Problem Solving and Decision Making, it is clear to me that, although there is a lot of space for improvement, I can say that I develop more skills that when I stated the university.
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Role Play

Management Consutant, Sara - Customer Eriola.

‘Sara: Good moming Exiola. How are you today?
Ediola: 1 am good thank you.

Sara: How can | help you?

Eriola: Today | am here to explain my problem. | found very hard to balance my work lfe with
overtime. 1 am a single mum and | am working. | work overime and my salary sil the same
nthe past three years. My concerns are more related to the overtime becauss itis hard for

me to organize the fife with my son.

Sara: | am aware of the situation in your company and | know that that this is @ real problem
allover the UK. Employees are unhappy at the workplace because they work overtime, work
more and get paid less, there is no more variety in their work. This situation can cause a low.
terest in the workers and consequently a reduction of the performing at work and as final

cause a loss of revenue for the organizations. I top all tis the more important consequence

s the mental health. If you do not feel appreciate you do not believe in yourseft.

Ediola: The point is this | 6o not feel appreciate aftr all the overtime | am doing and | get
paid loss and | need more time to spend with my son,

‘Sara: | gt your point Erigla you need to know that after | 6id a fish bone analysis | can share.
with you that overtime work can be caused, by not having the right amount of empioyee,

more work, unplanned absences, meeting overioad and wrong workflow.
Eriola: What solution can you propose to me?

Sara: | can propose you some soluions regarding those problems, the company from now
on will consider the overtime as exceptions, not a rule; the manager wil make sure that the
team as all people and equipmen ready for the shift and flexile work schedules for the
person like you that has the right to manage private Ife and work.

Ediola: Thank you Sara for your help.

‘Sara: It was my please Eriola. Have a good day.
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