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The purpose of this assignment is to identify the problem an organisation is confronting with, analyse the situation that has occurred and understand the problem. After these steps are successful, we will present in this report a number of solutions which will be evaluated with pro and cons and chose one of them to be implemented in order to solve the problem.
According to (PROBLEM-SOLVING | meaning in the Cambridge English Dictionary, 2020) ‘problem solving’ is defined as being “the process of finding solutions to problems”, while ‘decision making’ is defined as being “the process of making choices, esp. important choices”. (DECISION-MAKING | meaning in the Cambridge English Dictionary, 2020)
Taking the information presented above into account we can say that the two processes go hand in hand when the goal is to find the best solution in order to solve a problem.
The organisation that is presenting the problem we are about to analyse is a hospitality company, to be more specific a restaurant. With a history in organising the best events and serving the best food in town, they are considered to be the most friendly and enjoyable place to be in, especially in the Christmas time.
This company has taken quite a hit when the worldwide situation of the Corona Virus has appeared. Being a restaurant meant that the organisation was obliged to close its activity for a while. As the company was comprised of almost 80% of foreigners this resulted in them wanting to return to their country and being left with just a couple of employees.
The effect the pandemic has had on the organisation has been quite overwhelming, but after the restrictions has been lift the people have returned to the restaurant respecting the regulations is place.
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Due to the reopening of the restaurant and the low number of employees the company has remained with, the obvious decision was to hire a couple of people in order to take some of the work from the overwhelmed employees and balance all of the activity. 
The company has provided training for the new employees, but they still seem to be confused and they are constantly mistaking the procedures which affects the service they are providing. Because of this the management has received numerous complaints and it started to affect the former reputation of the company.
Due to the complaints the organisation has received the management has decided to further investigate this issue.
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The impact of the problem is high as the service provided is not as satisfactory as it used to be, and the company would be losing customers if the problem still persists. This will later affect the economic situation of the organisation, which could escalate in a couple of years in bankruptcy.
In order to analyse this problem and reach to the root problem that has caused this situation we can take into account using some of the methods of analysis that follow: the PESTLE analysis, the SWOT analysis, the five whys analysis, the fish bone diagram (or the Ishikawa diagram), Risk analysis, Force field analysis etc. 
We have chosen from the analysis mentioned above three of them in order to find the cause and the solution to the problem our company presents. The analysis we will use in this report are the following: the PETSLE Analysis, the five whys analysis, and the fishbone diagram.
The 5 Whys analysis is a method used in order to discover the cause and the effect of an issue. This method is applied by asking questions util we reach the root cause of the problem. Taking this method in consideration we have prepared this analysis in the diagram below:

	
Problem of the organisation


	
The overload of work has not been resolved.


	
Why?


	
Because the employee does not apply the correct processes.


	
Why?


	
Because he did not understand the process in his training.


	
Why?


	
Because he did not ask any questions during the training.


	
Why?


	
Because the provided training was rushed.


	
Why?


	
Because the trainer had almost no time to teach the new employees all of the process properly as he had to finish his own work.




Based on the diagram presented above we have reached the root cause of the problem which appears to be caused by the lack of time of the trainer. Noticing this the new employee did not want to disturb the trainer and has tried to do his best in order to offer the best services, but with no success. This has affected the new employee which purpose was to actually release the trainer of some of the work he has. 
The PETSLE Analysis is the acronym that comes from the macroenvironmental variables that are taken into consideration in this analysis such as: political, economic, socio-cultural, technological, legal and environmental. (Marmol, Feys and Probert, 2015)
Due to the global pandemic caused by the Corona virus, commonly known as COVID-19, the organisation has been affected on a high level, mainly on the economic side. The regulations which have been put in place by the government has obligated the company to close its activity for a period of time which caused the organisation to have no revenues, no money coming in, and still keep a lot of the expenses such as rent, partial salaries to be paid (the company has decided to pay their remaining employees in full and paid the difference from the furlough received from the government) etc.
The Fishbone diagram or otherwise known as Ishikawa diagram is a cause and effect diagram that helps managers find any problems or defects in their business. (Definition – What is a Fishbone Diagram?, 2020)
The categories that are used in this diagram are the following:
· Methodologies: Where we consider the rules that are in place in the organisation
· Machinery: In this category we consider the technology part of the company
· People: This is where we take in consideration the people involved
· Measurements: How is the process measured?
· The Environment: This includes the outside factors that can affect the company
COMPLAINS
People
Undertrained staff
Measurement
Poor service to the clients
Methodology
Procedures where not followed by the employee
The Environment
Low number of employees due to COVID 19
Hired untrained new employees
Busy staff











Taking into account the diagram presented above we can say that the problem in this organisation has started with the pandemic which has determined the company to hire new employees that have not been properly trained. This has resulted in bad service and discontent clients.
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The organisation is purposing two alternative solutions to the presented problem that are meant to help both parties into solving this problem. 
The main problem to be solved is that the new employee should receive a proper training in order make sure that the quality of his services meets the expectations set by the organisation. In this case he should either redo the training with someone else who has more available time to train him or redo the training with the same person which should divide his work to other available co-workers in order for him to have more time concentrate on the training. 
The second problem that should be addressed is the lack of communication between the employees and also the management. This should be addressed through monthly meetings between the staff.
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We have purposed the two solutions as to give the employee the option of choosing the direction he wants to go in. 
As to evaluate the two solutions we can present the pros and cons to both options. Both solutions present somewhat the same path and they both should lead to the same outcome.
The first solution considers having the training redone with the same person and dividing his work to other colleagues for him to have time to make a proper training. 
The second solution we are evaluating is the one where the training is executed by another employee. 
Having presented the solutions chosen by the company we have presented in the table below the pros and cons for both solutions.


	Solution
	Pros
	Cons

	

1st Solution: Redo training with same person
	
The employee gets the chance to redo the training with the same person with a person that he probably feels more familiar with.
	
The human factor, which also implicates the trainer that could have mixed feelings about redoing the training.

	
2nd Solution: Redo training with someone else
	
There is a probability that another trainer could have a better approach for the new employee to learn.
	
The human factor, which takes into consideration the possibility of the previous trainer getting offended.



[bookmark: _Toc59214727]Implementing the solution

Taking into consideration the evaluation of the solution the management has decided that the best option is to let the employee decide what is the best course of action for him in order for him to learn and offer the best service to our client.
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The stakeholders of this company are the owners which have invested into the company. As this is a small business the owners are also part of the management. 
The team leader has informed them of the complaints that have been received and the manager has taken it as his duty to solve the issue himself.
The manager has chosen the solution to the problem and is monitoring the employees in order to analyse their performance and improvement.
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The monitoring and review techniques are the instruments that the management can use in order to monitor the activity of the business. A new example of techniques that can be taken into consideration are monitoring the work performance and output, employee surveys, feedback sheets, recording errors etc. (Monitoring techniques, 2020)
Related to this problem and to keep it in check the management has purposed that all of the new employees should be subjected to the monitoring of their work performance which will consist in monthly feedback meetings with the management. This will help in having a clear communication with the staff and make sure that the organisation runs smoothly.
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We can conclude that problem-solving and decision-making are processes that go hand in hand in solving issues. They are very helpful for the management and the staff in order to have a clear understanding of what the root cause of the problem is and what solution should be implemented.
In this report we have analysed the problem of an organisation that has received complains and we have discovered through the analysis that the main problem was that the training for the new staff was not sufficient. 
We have purposed two solutions to the employee, and we have decided that the best course of action is to let the employee chose the person who he wants to redo the training with. Also, we have implemented monthly feedback meetings in order to evaluate the performance of the employee.
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