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In this presentation I will be discussing complex work problems and decision making. 

In my experience of the workplace, overtime I have observed a vast number of issues however there are five that I have encountered more often than others. The problems that I will be speaking about in this presentation are: customer satisfaction, environment, people management, workload and communication.
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Customer satisfaction: ‘’ is a key issue for every company wishing to increase customer loyalty and thereby create a better business performance.’’ (Gronholdt, Martensen, Kristensen,2000, p.509). 
Customer satisfaction is at times hard to gauge on paper, but in person you can clearly see the customer’s expression (nonverbal communication; Ivy & Wahl, 2014, p.5) and you can fairly perceive if they are enjoying the services that have been rendered to them. 

Environment: one of the factors that impacts customer satisfaction is the environment (Chen, Tsai, 2016). In one of the places that I previously worked the restaurant is located at the top of a complex which isn’t easy for all members of the public to access. In today’s age environmental responsibility is very important, the products that were used in the restaurant aren’t environmentally friendly (plastic straws and non-recycled napkins).

People management: it’s important that the managers effectively communicate with all employees however at times I have seen managers that have the habit of micromanaging staff. ‘’Micromanage is to direct and control a person, group, or system with excessive or unnecessary oversight or input…By doing so, micromanagers take decisions away from those who should be making decisions’’(Serrat,2017).

Workload: also, the workload was unbalanced the hours range between 10-12 hours per shift. If you have employees that have an overpacked workload this can lower the morale of staff, the business cannot flourish. 

Communication: it is essential that all members of staff can effectively communicate with one and other and with customers. The day to day of the business will be extremely difficult if not impossible without an established channel prior (Gibson, 2002).
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Customer satisfaction: the impact of customers who have had to wait longer than expected is that they eventually lose patience and leave the restaurant. 
When customers are not satisfied, depending on the severity of their complaint, there is the possibility that if corrective action isn’t taken then the issue could get to the press. The overall impact is less customers patronising the restaurant and the business potentially closing.

Environmental: impact is due to our location, the restaurant doesn’t currently have any wheelchair access and we have had to turn people away because of this. The location is on the third floor in a complex. This is not convenient for suppliers, customers and staff (Tzeng, Teng, Chen, Opricovic, 2002).

People management: the managers people skills need improvement. They constantly micromanage staff, this can and does make members of staff uneasy especially with the added stress of having to attend to customers at the same time (Collins, Collins, 2002). 

Workload: The current workload is a lot for staff members. At times the workers have to book double shifts, thus they are overworked and often tired, resulting in mistakes (Lederer, Van Niekerk, Okumus, 2017).

Communication: there are members of staff whose first language is not English, due to this customer need to repeat themselves and vice versa. This causes delays in the service. 
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Customer satisfaction: when working at a restaurant in Soho, the volume of customers that we can entertain in one night is up to occupy 100 seats. It is not easy to maintain customer satisfaction when the restaurant is very busy. At times we do have customers asking for their money back after a long wait.
It is the responsibility of the restaurant manager to train the staff members in a way they should aim at making their customers happy. Making sure that each member of staff undergoes the required training and is aware of the expectations that your customers expect from your restaurant’s service (www.postit.com).

Environment: the restaurant is currently not using eco-friendly cleaning products, we had customers ask us the why. This was asked out of their personal concern for the environment. Also, the location of the restaurant isn’t fully accessible we have had to inform wheelchair users that they cannot currently access the restaurant.

People management: the current manager in place has not displayed sufficient leader skills. The staff are pressured and feel stressed due to the managers style of leadership (Axelrod, 2000), due to their position, the workers do not feel comfortable approaching her about this in fear of being reprimanded. 

Workload: the shift pattern is too long, causing members of staff to become exhausted on a frequent basis. This causes a lack of focus and lack of morale (Petree, Broome, Bennett, 2012).

Communication: the communication in general was fair most of the time between me and the member of staff and between the customers. Still there would be orders that are not made on time due to poor communication. 
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When it comes to decisions, time is a major factor. Today we find ourselves having to make spilt second decisions on a daily basis. When we are at work this is amplified to a far greater degree. 
When speaking of decisions, we can use this opportunity to discuss the types techniques:

Rational decision making is a stepped approach that favors objectivity over creativity.
The advantages of this way of making decisions is that its familiar, and it’s an approach that is often used. The disadvantages are that using this method we are constrained by logic and rationale (Simon, 1979).

(The six steps to rational decision making are in the above slide).
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Creative decision making is a more of a creative approach with less structure to solving problems and is of a more intuitive nature (Whetton & Cameron 2011).
The advantages of this style of making decisions is that it has the potential to create a better solution because of its lack of structure (Allwood, Selart, Selart, 2011). However, the disadvantages of this approach are that its less familiar and may depend on the work environment’s flexibility for execution. 
The four steps are in the above slide.
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Routine: these are made on a hourly or daily basis, its routine so it re-occurs often (Betsch, Fiedler, Brinkmann, 1998).

Adaptive: these are made when the nature of the problem is somewhat obscure or rare and could call for an approach that is not too far from the norm altogether (Payne, Bettman, Johnson, 1993).

Innovative: these decisions can change the way that business is done moving forward (Humphreys, Lorac, Ramella, 2001).
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Before a decision is made there are stakeholders that need to be informed; these are people that have an invested interest in a project or a business. (Brugha, Varvasovszky,2000)
In the above slide we have a list of who the stakeholders are within the restaurant business.
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The above map shows both interest and influence low to high and how these stakeholders are to be managed.

Keep completely informed
Owners: they are the ones who will have to pay for any damages and upgrades to the restaurant. The owners cover all costs involving the business; therefore, they always need to be completely informed.
Kitchen staff: it’s crucial that they are always informed by the waiters and waitresses of what the customers have ordered and if they have any allergies or preparational preferences.
Bar staff: it’s very important that the bar staff are always informed of what is going on, this is because they also co-operate with the kitchen staff, manager, supervisor and the customer.
Supervisor: they are working closely with all other members of staff hence the fall into this category.


Manage mostly thoroughly
Kitchen staff and Bar staff: both these entities need to be managed most thoroughly because they are the heart and backbone of the service, without them there is no restaurant. 

Regular minimal contact
Customers: when dealing with customers it’s important to be polite, courteous and brief, when customers are at a restaurant, they are not there to spend time with the staff but more rather with the person or people that has accompanied them.

Anticipate and meet needs
Customers: its highly likely that a customer will have needs that has to be anticipated, that could vary from each customer to the next such as vegan options, specific beverage preparations or family related needs (for example a baby seat).
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Customer satisfaction: When a customer expresses their distaste with the service to a member of staff, they get in touch with the manager who would then address the issue of the customer. In some cases, there are situations that don’t require managerial attention, these allow other members of staff to engage with the customer and ask them how their experience could be improved. 

(i) Giving a customer a free drink on the house to ease any service-related tensions.
(ii) Give discounts to customers on their meal if their wait was too lengthy.
(iii) The restaurant can offer a space when another customer cancels a booking.
(iv) There should be a timed system in place to allow waitresses and waiters to give customer an accurate waiting time.

Environment: 
(i) Change of location to a ground floor venue. 
(ii) There should be a form of easing at the door to ensure that staff members will not be overwhelmed by customers. 
(iii) The complex owners and the local authority install a lift.

People management: 
(i) Advise the manager to try different style of managing people, 
(ii) Manager undertakes leadership course. 
(iii) Replace the manager.

Workload: 
(i) The management needs to hires more staff.
(ii) Spread shift to allow a more balanced work schedule. 

Communication: 
(i) Detailed outline of responsibilities to be printed of and given to all members of staff. 
(ii) Role play taking orders to the kitchen and serving customers and gaining feedback from a panel of cuisine experts.
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All the suggestions that were made in the last slide are good, but the long-term solutions will add the most benefit as opposed to the short-term solutions (Fülöp, 2005).

Cost/Benefit analysis: This is when costs are weighed up against the benefit of the cost, this ‘’is a worldwide used technique in decision making’’ (Fülöp, 2005).
The cost of training staff will be more expensive than giving a customer a free drink or a discount, but the outcome of this will lead to less discounts and less free drinks and results less expensive in the long term.
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Customer Service

Stage 1 Current: Customers are not happy with the waiting time to be seated and for the food to arrive once seated.
Stage 2 Transition:  Accurate timing to be implemented; this means that kitchen staff and waiters measure the amount of time it takes for each meal on the menu to be prepared. Stage 3 Future Situation: Accurate times are given to waiting customers.

Environment

Stage 1 Current: The restaurant is located at the top of a complex that makes it difficult to receive deliveries and also there is no lift and thus no wheelchair access.
Stage 2 Transition: The restaurant moves to another location on a ground level.
Stage 3 Future Situation: The restaurant relocates.

People Management

Stage 1 Current: The manager in place smothers the staff by micromanaging.
Stage 2 Transition: Manager is replaced with a more competent one.
Stage 3 Future Situation: New manager to begin working in the restaurant with new and empathetic styles of management.



Workload

Stage 1 Current: Work shift patterns are too long.
Stage 2 Transition: Hire more staff and spread shifts among all of them.
Stage 3 Future Situation: Staff are less stressed and are more productive at work.

Communication

Stage 1 Current: Poor due to foreign nationals whose English isn’t fluent.
Stage 2 Transition: Employees taking a language course in English funded by the employer.
Stage 3 Future Situation: Communication between staff and customers is improved.
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After each shift at the end of the day all members of staff sit down for a 10-minute briefing where the following topics are discussed:

· What went well today?
· What did not go well today?
· How can I improve as an induvial?
· How do we improve as a team?

At the end of every week management can review the progress of the team under the scope of the issues that have been mentioned. There can be a retrospective review held quarterly to measure the progress of the implemented changes.
Feedback cards can also be handed to customers to allow them to leave a review of the restaurant’s service (Keith, Simmers, 2011). This can include: 

· How was the service?
· How were the dishes?
· How good was the waiter’s knowledge?
· Speed of service?
· Cleanliness of the restaurant?
· Who recommended the restaurant?

In conclusion, providing that the owners and management are willing to make changes that have been suggested, the business has the potential to improve and grow.
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Creative Decision Making
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Three main types of decisions



u Routine Decision



u Adaptive Decision



u Innovative Decision
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Stakeholders
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Alternative solutions to the problems



u Customer satisfaction: Enhanced staff training



u Environment: Location of restaurant



u People management: Try new styles of management



u Workload: To be re-adjusted to allow staff to cope



u Communication: Staff can take a course or module on better communication.
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Use a decision making technique to evaluate 
the most ideal option 



u Rational Decision making technique is the most appropriate and ideal solution for the problems 
that have been mentioned in this presentation.



u Long term solutions are the ones that will give the business the most benefits.



u Cost/Benefit Analysis.
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Develop a plan to implement the solution
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Assess appropriate monitoring and review to 
ensure successful implementation.



u Monitor Daily – 10 minutes briefing



u Weekly Review – Checklist



u Feedback cards
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Complex Work Problems
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Scope



u Customer satisfaction: Not bad but needs improvements.



u Environment: Restaurant is located at the top of a complex.



u People management: The manager micro manages.



u Workload: The hours are between 10-12 per shift.



u Communication: Poor needs improvement.
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Impact



u Customer satisfaction: Negative reactions from hungry customers.



u Environment: Deliveries are hard to accept, and customers need to take the 
stairs to reach the venue.



u People management: Staff are poorly managed



u Workload: Staff are overworked.



u Communication: causes delays in orders.
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Analysis



u Customer Satisfaction: Over crowding, long waiting times.



u Environment: Non eco friendly and non accessible to disabled people.



u People management: insufficient leader skill, poor management style.



u Workload: staff exhausted, lacking morale and focus.



u Communication: Needs improvement.
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