BMSW4004 - Problem Solving and Decision Making

Task 2 - Individual Report



	
    STUDENT NAME:


	
Constantin Catalin Dima


	
   STUDENT ID:

	
1907373


	
   LECTURER:
	
[bookmark: _GoBack]Yajesh Kumar

















Table of Contents
Task 2	3
Introduction	3
Define a complex problem in the workplace including its scope and impact	3
Analyse information on the identified problem, to help inform the decision-making process	4
Propose a range of alternative solutions to the problem	5
Use a decision-making technique to evaluate a range of solutions to identify the most appropriate option	6
Develop a plan for implementing the solution	7
Communicate the plan to stakeholders	8
Assess appropriate monitoring and review techniques to ensure the successful implementation of the solution.	8
Conclusion	9
References	10



[bookmark: _Toc47621748]Task 2
[bookmark: _Toc47621749]Introduction 
The reports aim to discover the problem-solving techniques and tools by relating to the identified workplace problem. The workplace problem related to the kitchen from the job role of a chef that will be identified in the report. The report will evaluate the possible solution by applying the decision-making process. Furthermore, the report will evaluate the importance of monitoring and evaluating the possible solution to control the workplace problem. 
[bookmark: _Toc47621750]Define a complex problem in the workplace including its scope and impact
The workplace signifies an environment in which the employees from different cultural backgrounds and personalities used to work jointly to achieve the organizational goal (Poulston, 2017). However, the dynamic business environment and higher customer expectations, is influencing the workplace problems. 
In the context of the job role of a chef, rising customer demand from the restaurants/hotels are increasing the job responsibilities of the chef to create more unique and delicious dishes. The customers are expecting new dishes during their visits and accordingly increases the challenge for the chefs.  Moreover, with an influx of new service providers/competitors in the hospitality industry, there is an impact on the techniques applied by the chefs to offer foods to the customers (De Castro, 2017). The new ways to present the dishes and meeting the expectation level of the customers has created difficulty for the chefs. Cooking is considered to be a creative profession, especially at the top level. The presence of social pressure to come up with new and creative ideas can be observed. Moreover, creating something different and making them perfect is a core challenge to the cooking profession. A chef is only termed as good when he/she puts his profession to a new level of creativity. Therefore, constant fatigue and pressure towards the chefs are some of the core workplace problems. The presence of pressure and depression is a part of the kitchen as the kitchen is viewed under the micro-lens than other departments of the hotel. Therefore, a small misstep can ruin the career of the chef and also influences the reputation of the hotel. The fear of getting bad reviews or receiving a complaint about food quality can damage the career of the chef. As per (), cooking signifies the emotional profession but in reality, there is a little space to showcase the emotion for the chefs in the kitchen. As per the generalized personalities, chefs are introverted and focuses on their hard work to deliver new dishes. The lack of communication between the chefs and other departments influences the motivation level of the chefs. Moreover, an unstructured organization process and system will also create a deficiency in providing ultimate value to the guests (Brownell, 2017). Unstructured communication is impactful towards the execution of the service delivery. It has been observed that improper information or delay in sharing the information to the kitchen can cause unnecessary delays and accordingly create a negative guest experience.  
[bookmark: _Toc47621751]Analyse information on the identified problem, to help inform the decision-making process
The workplace problem identified in the kitchen specifically for the job role of a chef encompasses aspects like unstructured communication, lack of space in expressing the emotions, rising customer demand, and increasing competition (Law, 2016). Firstly, the lack of communication is directly related to service delivery and guest experiences. The delays and failed to match customer perception will create a negative image of the hotel. Secondly, the rising customer demand increases the pressure on the chefs in creating new dishes. Thirdly, little space of the chefs in expressing their emotions is creating depression and influences the job motivation level. Moreover, maintaining professional and personal balance is a core challenge to the chefs due to the frequent odd shifts and weekend working. Therefore, considering certain workplace problems, it is easier to undertake the decision-making process. 
Decision making is a deliberate process to identify a decision based on the recorded and analysed information and also by evaluating the available alternatives (Middleton, 2015). The step-by-step decision-making process is effective in undertaking perfect decisions by organising and defining the collected information. Moreover, such an approach is beneficial to create an alternative solution. 
· Step1 (Decision identification): The decision-making process begins with the identification of the nature of the decision to be undertaken for controlling the workplace problem. 
· Step 2 (Information gathering): The second step focuses on the identification of the sources of information regarding the problem (Huber, 2017). For example, the increasing work pressure and lack of internal communication processes have increased workplace problems. Therefore, gathering feedback from the departments is needed. 
· Step 3 (Alternative Identification): Apart from focusing on the communication channel, it is also important to increase employee motivation in the Kitchen. The proper training and development modules, monetary incentives, holidays, etc. should also be considered. 
· Step 4 (Selecting the alternatives): The best alternative should be selected by considering the current context and needs of the organisation. 
· Step 5 (Execution): The execution phase is the activity that is required to fix the workplace problems based on the weightage and priority (Umassd, 2019). 
· Step 6 (Decision reviewing): The analyst or the policymaker has to wait for the consequence. The last stage is to fix the gap between the expected and current outcomes. 
[bookmark: _Toc47621752]Propose a range of alternative solutions to the problem
The alternative solutions for the workplace communication problem are as follows: 
· The integrated Communication process can fix the deficiency of coordination between the departments (Simon, 2013). For example, the delay in sharing the information within the hotel causes unnecessary delays and accordingly influences the guest’s satisfaction. The chefs working used to get inadequate information due to the improper communication within the workplace. However, the integrated system can support the functional units to share instant information. The chef can get the guest's requirements during their arrival and helps them to prepare or serve the dishes as per the requirement. Moreover, an integrated communication system can ensure the timely gathering of the guest’s feedback for further analysis. 
· Employee Motivation is another dimension to solve interpersonal relationships and enhances professional bonding. According to Herzberg’s Two-factor theory, job satisfaction and dissatisfaction can be controlled by focusing on the motivators and hygiene factors (Udechukwu, 2016). For example, the hotel can integrate the competitive pay scales, company policies, fringe benefits to enhance the motivation in the workplace under the hygiene factors. On the contrary, motivational factors like recognition, growth opportunities, responsibilities, etc. need to be focused. 
· Organisation culture must be flexible to address the rising customer demand. Organisation culture determines the shared beliefs and values that govern the behaviour of the employees in the organisation (McLaughlin, 2018). Learning organisation culture improves the competency level of the employees and retain the employees for the long term period. 
[bookmark: _Toc47621753]Use a decision-making technique to evaluate a range of solutions to identify the most appropriate option
Decision Tree is one of the effective techniques that help to analyse the decision by considering the possible impact or consequences (Ishizaka, 2014). Moreover, the outcomes of such an event, resource utilisation, and utility can be evaluated under the Decision Tree technique. The flow chart used in the decision tree can help to represent the consequences to select a specific solution from a wide range of alternatives. 
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Decision Tree, Source: Author
As per the Decision Tree technique, it is visible that the structured communication process is needed to increase coordination. The main problem in the kitchen unit of the hotel is the lack of coordination and ineffective communication process. The consequence of such delays influences the service deliveries and hampers the guest’s satisfaction. Moreover, the guest's negative experience influences the image of the organisation. As a result, job security and employee motivation get affected. However, it is the integrated communication method that can reduce the instances of delays and helps to share instant feedback/information to the recipient. An integrated communication process needs to be installed in the systems of the organisation and proper training is required to utilise such a system in sharing the information. From the decision tree, it can be spotted that integrated communication is effective in sharing real-time information from the front office to the kitchen. Moreover, the positive outcome of the Integrated communication system like the real-time information access and status update will restrict the delays in delivering quality service to the guests. 
[bookmark: _Toc47621754]Develop a plan for implementing the solution
An Action Plan is the proposed strategy that helps to reduce the identified workplace problem (De Castro, 2017). However, developing such a plan related to the Integrated Communication System requires a step-by-step implementation process. 
· Step 1 (Clear understanding of target audience): The implementation of the integrated communication system requires an in-depth analysis of the target audience. The users of the system need to be identified in order to make the system acceptable. 
· Step 2 (Selecting the medium): The medium to address the users of the integrated communication system need to be focused on in the second step. For example, the chefs will be informed about the new system in recording and transmitting the information. The management of the hotel can communicate such change with the staff directly or via e-mail. 
· Step 3 (Clear vision): The third step after awareness is the clear visions and directions to use the new communication system in the workplace. The management has to guide the staff of the kitchen and front office about the process and long term benefits of using such a system. 
· Step 4 (Training): The management has to ensure that the staffs are well trained and oriented about the usage of the new system in the workplace (Ishizaka, 2014). All the communication needs to be shared from the guest’s entry to departure with the integrated settings. Therefore, adequate training will be provided. 
· Step 5 (Monitoring): The fourth step is about monitoring and tracking the information shared between the front office and kitchen by the management. The feedbacks need to be gathered from the kitchen and front office to address any issues encountered by the staff of the kitchen and front office in managing guest’s information. 




[bookmark: _Toc47621755]Communicate the plan to stakeholders
Stakeholders’ s communication plan outlines the need for communication by disclosing the requirement to the stakeholders associated with the workplace problem (Udechukwu, 2016). In the current context, the stakeholders are the people that are directly or indirectly associated with the business decision making process. The workplace problem of a chef mainly due to the improper communication system can be solved with the Integrated Software. Moreover, it is essential to identify the stakeholders that are associated with the specific problem of the chefs in the kitchen. The following table will help to communicate the plan to the identified stakeholders: 
	Audience
(Who)
	Message
(What)
	Medium
(How)
	Schedule
(When)

	Front office: Reception 
	Status report of the Guest Arrival to the Kitchen 
	Integrated Software 
	Guest Arrival 

	Desk Manager 
	Status Report generation to the Operation manager 
	Integrated Software
	Guest Departure 

	Chefs
	Receival of the status report from the reception and feedback 
	Integrated Software 
	Guest Arrival and Departure 

	Operation Manager 
	Monitoring of the operation through the new integrated system 
	Integrated Software and Direct Observation 
	Guest Staying period 



[bookmark: _Toc47621756]Assess appropriate monitoring and review techniques to ensure the successful implementation of the solution.
Monitoring and evaluation is a critical activity that requires long term plans, actions, and initiatives. The monitoring and evaluation can able to demonstrate the accountability of the stakeholders towards the new process. Therefore, it is recommended to assess the Trigger indicators as well as performance indicators that help to monitor and determine the success of the plan (CoastAdapt, 2019). For instance, the 360-degree feedback system is effective to gather the responses from the stakeholders regarding the impact of the new system. The chefs can share their issues if any after the new system installation. The positive side of the 360-degree feedback system is to record the responses from the different units of the organisation including the guests. Therefore, tracking the effectiveness post-installation of the new system can be done efficiently. However, the process is time-consuming as it involves multiple stakeholders in sharing the insights which are a limitation. 
[bookmark: _Toc47621757]Conclusion 
The report has evaluated the problem-solving tools and techniques by relating to the workplace problem. The ways to propose the solution and communicate accordingly to the stakeholders can be identified in the report. Moreover, the role of the monitoring and evaluation has been presented in the report. 
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