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INTRODUCTION
This report is fundamentally about understanding the scope and impact of communication in the implementation of decisions and problem solving, using my personal experience in my workplace as a case study. I will be discussing how I was able to use the skills I learned whilst studying at this university to help my project management team to implement change, solve problems, make decisions and deliver key projects successfully in my workplace. In the main body of this report, I will be discussing the success story of my case scenario, and the stage by stage approach I took in solving complex problem using recognised problem solving tools and techniques such as; ADKAR, SWOT Analysis, PESTLE Analysis and Fishbone Analysis, SMART technique, GAP analysis, Cause and Effect analysis, Force Field Analysis and Dr Shoji Shiba’s 7 steps of problem solving are all in the main body of my report. However, in the Appendix 1 – 4, I will be using diagrams and graphs to illustrate ADKAR, SWOT Analysis, PESTLE Analysis and Fishbone Analysis.


















PROBLEM SOLVING
A Problem can be defined as a difficult or complex issue that requires a solution. For example, in our personal and professional life, we do encounter one or two issues to deal with, and the best way of addressing those issues or problems is to first identity that they need to be dealt with, the nature and challenges and find a way to deal with them effectively. However, in the context of a workplace, a perceived problem should be seen as a challenge rather than something negative. Some general problems like communication, gossips, bullying, harassment, discrimination and disciplinary are very common in the workplace while problems relating to business process improvement, innovation and operations  are peculiar to certain organisations only, for example, financial sector or technology industry like Facebook, Amazon and Google.
Problem solving skills are typically observed as receptive instruments which mean they are applied to existing issues once they have been distinguished. Nonetheless, problem solving should likewise be possible supportive of effectively. The use of key inquiries to existing circumstances, even without clear issues, can at present yield benefits. Inquiring as to why? and why not? is vital to development and improvement as these two words or questions can turn a challenge into an opportunity. Can we improve our lives? Can we cut our carbon emissions? Can we meet our targets and exceed expectations? The only one answer to these questions is Why not. 
Good problem solving skills are essential in achieving a successful career and making better decisions. Problems are something that most people do not like as they are time-consuming and can be seen as an obstacle muscling their way into our busy schedules and never seem to go away. That is why people often try to remove problem as quickly as possible by choosing the easiest solution which may not necessarily be the best one, only for the problem to get worse because all we do is fixing the symptoms rather than using Root Cause Analysis or Fishbone Analysis to figure out the cause of the problem, evaluate an alternative and implement a better and lasting solution. What is the perceived problem? When did the problem start? How did it start? Where did it happen? Why did it start? And Who did the problem happen to? These are the fundamental questions that Root Cause analysis helps to answer.
· Ref; Soergel, D. (2017) in his book ‘Information support for problem solving and decision making’, on sec 3, pg 229, said problem solving process should be adapted to the type of problem. 



PROBLEM SOLVING AND DECISION MAKING IN MY WORKPLACE 
I want to share my experience in relation to how I used my problem solving skills in finding solutions to a number of complex problems in my workplace, and helped the company transform their business model and regained its position as one of the leading global brands. The problem scenario at the time was loss of clients and a decline in sales and productivity. As an IT company with a reputation of building software products, managing websites, building mobile applications and delivering trainings to external clients, it turned out that the company was fast losing customers on a scale they have never seen before. They needed to find a solution as soon as possible so an internal member of staff who happened to be my former colleague introduced me to the hiring manager. To cut the long story short, I had an interview and was offered the job as a Project Manager. 
As an accomplished Project Manager with over 5 years experience of successful project delivery, using strong communication skills, analytical ability, Agile methodology, Excel, PowerPoint, JIRA to manage tasks, project timeline, resources and deliver multiple projects in the IT industry, I was brought in to manage a digital transformation project, help solve the company’s performance problems and implement Change. My responsibilities were to manage the entire lifecycle of the project, from Initiating, Planning, Executing, Monitoring & Controlling, and Closing.

· Ref; Galabova, B (2019) in the book ‘Application of the SWOT analysis in project management in business organisations’ summarises the opportunities for application of one of the classic methods for strategic planning in the project management process.

For effective change management, I used ADKAR technique to understand the Awareness of the need for change, Desire to participate and support the change, Knowledge on how to change, Ability to implement requires skills and behaviours, and Reinforcement to sustain the change. I performed GAP analysis of the company's current state “as is” and where they want to get “to be”. This helped me to identify the current and future aspects of the project so that I do not leave out critical requirements from the scope of the project. Then I performed SWOT analysis in order to know the company’s Strengths, Weaknesses, Opportunities and Threats. I also performed external environment analysis known as PESTLE analysis to figure out how the Political, Economic, Social, Technological, Legal and Environmental factor will affect the project and the overall business moving forward. To help my team to dig deeper than the surface and brainstorm the root causes of the problem in order to deliver effective solution, I worked with the Scrum team to manage risks, project milestones, deliverables, and analysed key areas relevant to the project. I performed Fishbone analysis, also known as Ishikawa diagram. These tools and techniques enabled me to understand the perceived problems and solved them using Dr Shoji Shiba (Renowned Total Quality Management Analyst)’s 7 steps of problem solving;
1. Definition of problem; - What is the perceived problem? When did the problem start? How big is the problem? Where is the problem? Who did the problem affects? In this case, it is poor sales, low productivity, low profits, company losing clients to competitors, low staff morale. Some challenges are straightforward while others are not quite definitive. As a part of a convincing basic reasoning measure, I assembled necessities as expected to look viably for issues and unmistakably comprehend when things gave off an impression of being running well. Proactive basic reasoning enhances calm and professional approach of dealing with complex problems. 
2. Data collection; - why are sales poor? What were sales figures before? When did sales start declining? How many complaints from clients recorded? Which members of staff have lost morale? I used surveys, interviews, questionnaires and observations to collect data and track the company’s performances in the last 12 months with the aim of gathering useful information that would help me in my decision making.
3. Analyse causes; - I analysed why is the problem occurring? I performed Pareto Analysis - the 80/20 rule to help me understand which problem to address first, I performed Root Cause Analysis using Ishikawa Fishbone diagram to identify and understand the root cause of the problem because fixing the cause of a problem means fixing the problem forever. Then I performed Risk Analysis to identify and proactively manage risks, Failure Modes & Effect Analysis to identify possible business process failure so that I can fix the problem before they get bigger, I used Kurt Lewin’s Force Field Analysis to manage change and analyse all the forces that has influence on the situation and weigh the pros and cons, Porter’s Five Forces Analysis to evaluate the impact of the company’s competitors and analyse how the strengths and weaknesses can be exploited. After collating and analysing all the information I came close to a solution and discovered that the company’s technologies were obsolete and out-of-date, compared to our competitors who have embraced modern technology and strengthened their innovations and that was the reason why our customers were leaving us to go to our competitors.
4. Solution planning and implementation; - I gathered requirements, managed risks and deliverables using SMART technique to make sure they are Specific, Measurable, Achievable, Realistic and Time-based. I set Acceptance Criteria and made sure team performed in alignment with project plan, created effective online marketing strategies with efficient project tracking system, proposed and developed optimal solutions using up-to-date software called Microservices to deliver bespoke software products. As it is a digital transformation software project, I used Agile methodology because it delivers maximum value and enhances collaboration and iteration between the project team and the stakeholders. I conducted daily stand-up meetings with my team for quick updates on what we are working on what we have completed since the last meeting and what we plan to complete by next meeting. I raised any blockers or issues, and removed impediments on a daily basis to deliver the goals of the project, facilitated workshops and coached team members. I used effective communication and project management skills to convince the key stakeholders that my proposed solution was the best.
5. Evaluation of effects; - I was responsible for creating and maintaining Requirements Traceability Matrix (RTM) in order to track the development and functionalities of various software applications. I performed Quality Assurance testings with the QA team and the developers to make sure all the functionalities of the revamped website and mobile applications are working efficiently. I introduced a data-driven web email analytics and digital referrals system across social media to achieve our business objectives - and the result was mind-blowing as it led to 55% faster delivery times and sales increase of 75% within 6 months of completing the project. To show appreciation and recognition for my good work, the company rewarded me with a pay-rise and promotion for turning around a failing project, improved performances, rebuilt customer relationships and improved the overall consumer engagements.
6. Standardisation; - Once tested and proven that the right solution has been found, I tracked the progress and delivered the project on time and within the predefined budget. I helped launch bespoke mobile applications and websites with integrated features accessible on all devices with enhanced functionalities. I managed to persuade senior stakeholders and business owners with my proposed arrangement, and then proceeded onward to the Implementation stage. This was the energizing and compensating part of problem solving, which caused the entire cycle to be beneficial. This deploy stage is an end, but on the other hand it is a start, which means that when we were through to the implementation, it was an ideal opportunity to move into the next stage by getting back to the examining stage and repeating the Test cycle. By doing this, we will keep improving the organisation as we move into the next stage.
7. Evaluation of the process; - Reflecting on how things have been going throughout the problem solving and decision making process, I evaluated the pros and cons and came up with a list of improvement actions so that next time things will be done more efficiently, I put in place a Change Management plan to enhance the process of meeting client’s demands in the future, making the system adaptable. By doing this, we will keep improving the organisation’s business process and increase opportunities for success to achieve the long-term goals and objectives of the company.

CONCLUSION
In conclusion, in this report, I have been able to discuss how to solve a complex problem and demonstrate that problem should be perceived as a challenge rather than as an obstacle or disaster. By adopting a project management approach, using my workplace scenario and applied recognised problem solving and decision making tools and techniques which I learnt at this university, it proofs that problems can be well-managed in phases without disrupting current operations as demonstrated in my personal story of successfully delivering a digital transformation software project using Agile methodology to rebuild customer relationships, increased consumer engagement, improved team performance and proposed changes that led to gross sales increase of 75%.
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APPENDIX  (i) ADKAR Model
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APPENDIX (ii) SWOT Analysis
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APPENDIX (iii) Pestle Analysis
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APPENDIX (iv) Fishbone diagram
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