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[bookmark: _Toc133246130]Executive Summary
 
The report tries to pinpoint the organisational business problems. The problem is described, together with an explanation of how and why it developed in the first place. The variables that contribute to the business problem have been identified. Modern trends in managerial roles, organisational structures, and training have been determined to be some of the reasons why the business issue needs to be tackled if the company is to exist into the future. A brief conclusion and a few suggestions have been made at the end.
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In the job, problem solving is a crucial talent. One may overcome obstacles and capture opportunities at all levels of a company with the capacity to think clearly and creatively. All enterprises are constrained by time and money. This suggests that a problem must be solved as soon as feasible using the resources at hand when it emerges. Employees that possess problem-solving abilities in the workplace can use their creative thinking to prioritise activities and concentrate on the most important issues affecting the company. As a result, they will be able to deliver efficient solutions that make use of the available resources in the allotted time.

To provide dependable and superior service to customers is one of a business's main goals. Client satisfaction leads to increased purchases of goods and services, positive word-of-mouth promotion, and recommendations. But because of the way businesses function in a changing world, it is important to anticipate client wants and needs as early as possible. To adapt to these shifting needs, employees must be able to take the initiative. A workforce with problem-solving abilities may quickly realign itself to better respond to changes in client needs and evolutions in the environments in which those clients operate.

A corporation must take proactive measures at all levels if it wants to stay ahead of the curve. Modern workplaces are always changing, so firms need to be ready to solve issues quickly and seize new possibilities as they present themselves. Workers need to have the self-assurance to consistently challenge the status quo and react quickly to market and organisational changes. A staff that can confidently address issues will view issues as chances to spark change and growth, which will help the company stay one step ahead of rivals. Problem-solving abilities enable workers to face challenging workplace circumstances. They are capable of handling difficulties that put the company in danger in an expert manner.

A successful company must be able to determine the likelihood of an error occurring and foresee the unfavourable effects if it does. Employees who possess problem-solving abilities are better able to anticipate potential company hazards and choose the most effective risk management strategies. These abilities are essential for improving an organisation's internal talent pipeline. Problem solving is an essential talent for every one of your employees, whether they are entry-level, managers, or senior executives. The abilities of listening, analytical thought, creative thought, and communication all point to a good capacity for problem solving. While hiring and evaluating candidates, these abilities should be sought after.

[bookmark: _Toc133246132]Background Of the Organisation

Over the course of its more than 25 years in business, A1D London Ltd has established an unrivalled reputation for providing media replication and duplication in any quantity, as well as mastering, audio, video, and data conversion and preparation. Columbia Pictures, National Geographic, BBC, Sony, Sky, EasyJet, Diageo, Coca-Cola, Disney, British Gas, BT, NHS, Samsung, BDA, Martini, and a host of other companies are among the numerous clients we service. A1D offers services to individuals, small and large record labels, emerging artists, government agencies, as well as blue-chip corporations.
 The business also offers a huge selection of printed posters, mailers, boxes, and inserts. A1D can also provide graphic design and prepress services to guarantee that your finished items will look amazing. From the initial concept to the project's execution, distribution, and promotion, the company is pleased to be part in its creation and management.
The organisation makes it a top priority to comprehend its customers' demands and goes above and above to meet each client's precise needs. With 25 years of experience and some of the most affordable prices in the market, A1D is a one-stop shop for all CD, DVD, Blu-ray, and USB replication and duplication needs.
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In the past few months, we have noticed that we have received more complaints than usual regarding communication between clients and operators, which has also increased unnecessary mistakes in job production. Operators complain that customer instructions and messages regarding the change of job instructions left with reception when the operator is not available have not been passed to them on time or not at all. This has caused additional delays to the projects; in some cases, it has also caused a shortage of material, extended production times, and increased the cost of production. In terms of trust, this has affected customers trust in our ability to finish projects on time and as per our quotation, as well as correctly matching customers’ original requirements. We have decided to do a full internal investigation and analysis regarding these issues and have used the following tools to determine where the problem is, what the cause is, and how it can be resolved or improved:
[bookmark: _Toc133246134]Analysing Information 

[bookmark: _Toc133246135]Root Cause Analysis (Cause and Effect – Fishbone Diagram) 

In this instance, we have used the fishbone diagram below as a visual analysis tool to categorise all the possible causes of a problem or effect. It will identify and break down the root causes that could potentially contribute to an effect within a process. First, we have identified the problem as an inefficient communication system. Then we have chosen five categories: person, method, machine, material, and environment. Based on these five categories, we have conducted brainstorming with the management team and come up with numerous causes for each category, from which we have highlighted root causes. (Belton and Stewart, 2001)
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After identifying the leading root causes (paper notes lost, insufficient reception staff on lunch break, messaging system not working properly), we have started creating a plan of action to resolve all these issues.
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[bookmark: _Toc133246137]SWOT with Pestle 

Using the SWOT and PESTLE strategy frameworks, we looked at a company's financial health as well as any prospective competitive advantages or disadvantages. These strategy tools were used to analyse the internal and external factors affecting our firm or sector. The internal and external surroundings of a corporation are analysed using the SWOT and PESTLE frameworks to help design strategies that can proactively handle organisational challenges. (Cottrell, 2017)
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1. First solution is to employ more people on reception and to make sure that there is a more adequate cover during the lunch time. This will ensure that reception do not get overwhelmed with calls and messages.
2. Solution two is to modernise messaging system so that reception can transfer calls to a messaging system for specific individual operator, also making them responsible to check for messages once they are back in office.
3. Solution three is to organise training for staff using a new software and equipment and make sure that all staff is aware of this problem and help us to resolve it in the future.
[bookmark: _Toc133246139]Evaluation Of Alternative Solutions 

In the previous section we have identified three alternative solutions to solve our problem to eliminate the identified actual root causes. 

1. Solution one 
	Plus
	Minus
	Interesting 

	More employees on reception for better cover
	This will add additional cost to the business
	Additional employees may be able to do additional work tasks




2. Solution two
	Plus
	Minus
	Interesting 

	Modernised voice messaging system will speed up passing call to the operators for messaging 
	This will require additional training and time to implement
	We may be able to integrate messaging system into production flow



3. Solution three
	Plus
	Minus
	Interesting 

	Modernised whole communication system can improve speed of communication and cover whole of the business.
	This will be major business upgrade and change with substantial cost and disruption associated to that, need for extended training and changes of procedures
	This option will allow usage of mobile phones for out of office access.
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We can show how our work will be finished over time in relation to the time specified for the work by utilising a Gantt chart as a project management tool. This will be divided into two sections: on the left is a list of jobs, and on the right is a timeline with scheduling bars that show how much work has to be done. In our instance, we have made the decision to build a plan for the upcoming six months. This will allow us to see how our plan is being implemented in detail, and then we will develop a follow-up plan to continue our progress after the upcoming six months.
	
	Month 1
	Month 2
	Month 3
	Month 4
	Month 5
	Month 6

	Have a meeting with reception and production  
	
	
	
	
	
	

	Agree action plan how to resolve issue 
	
	
	
	
	
	

	Implementation of agreed plan
	
	
	
	
	
	

	Review how plan is working
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In order to have a complete picture of all of the stakeholders in our organisation, we engaged people from across our whole organisation. Meetings for idea generation, interviews, literature from the company's publications, and Internet searches were used to acquire information. We were able to identify both primary and secondary stakeholders thanks to this. We have greatly facilitated the development of a communication plan with each of the groups by doing this.The company's primary stakeholders both define it and are essential to its survival.

Customers, suppliers, employees, shareholders, and/or investors are typically regarded as the key stakeholder groups, along with the community.

Business partners, rivals, inspectors and regulators, consumer groups, national or local government entities, various media, pressure groups, trade unions, community groups, and landlords are typically seen as secondary.

[bookmark: _Toc133246142][bookmark: _Hlk133236376]Power Matrix

We have created map of our stakeholder’s bellow, starting with company in the middle and continue with more important Primary stakeholder's first followed by second tier showing Secondary stakeholders.
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[bookmark: _Toc133246144]Stakeholder communication plan 




	Stakeholder
	Power/Interest
	Key Interest & Issues
	Communication Vehicle
	Frequency
	Comments

	Shareholders
	High
	Business Performance and direction
	Meetings, Phone calls and official documents
	Monthly
	

	Employees
	High
	Operational and Financial
	Meetings, email, messaging app
	Weekly
	

	Customers
	High
	Job Progress and quality
	Email, phone, text
	Daily
	

	Suppliers
	Medium
	Material supply frequency
	Email, phone, WEB
	Weekly
	

	Landlords 
	Medium
	Building maintenance and issues
	Email, Letter, Phone
	Six Monthly
	

	Government
	Low
	Business Performance
	Letters, Email
	Yearly
	




Our shareholders communication plan sets type of communication together with frequency of communication depending on Power/Interest of the stakeholders. This plan can evolve and change depending on the need of the stakeholders and company and need to be regularly revised and updated. (Straus, 2002)
[bookmark: _Toc133246145]Monitoring And Review Techniques 

The success of our plan will depend on constant monitoring and review to ensure successful implementation. The best way to measure our implementation progress will be by measuring milestones set in our calendar. This will allow us to modify or adapt the plan so that it continues to run on time for full implementation. (Haughey, 2021)

[bookmark: _Toc133246146]ADKAR model

In order for businesses to remain relevant, change is frequently essential and required. The need for change may be acknowledged by firm executives, but employees may be wary because change can be challenging and uncomfortable. Change is a difficult process that cannot be avoided. The most prevalent cause of project failure is thought to be problems with the human side of change. The technical aspects of change are frequently given more attention by organisations than the needs of the people it will affect. The first step in managing any type of organisational change is to understand how to handle the change that one person is experiencing. To successfully implement change in individuals and organisations, new tools, new change models, and fresh thinking are required. It has been proven that organisations can maximise the benefits of their transformation programmes by utilising the ADKAR approach.
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In our case we have realised that our systems and equipment cannot keep up with our new way of working and it will have to be improved in order to give us fully efficient working environment capable of running at the same pace as the rest of the industry. After implementation of this findings we will look forward to future evaluations in order to improve working practices further. Problem identification and solving are crucial parts of modern business. In order to be successful in business in the modern era, companies must rely on collecting data on all aspects of the business, including all issues and challenges. By using modern tools, they are able to identify, target, and monitor progress on these issues, as well as create future plans with much greater certainty and accuracy.
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