



Applied Leadership and Management in the Workplace
Module Assignment Submission 

Student Name:	Marie-Louise Thompson
Student Number:	2306578
Module No:	4014
Module Title:	Problem-solving and Decision Making


Statement of Confirmation of Authenticity
By the act of making this submission, the student declares that this is the work of the student named above. The work has not, in whole or in part, been knowingly presented elsewhere for assessment, or where assessment has been built on a previous assessment, this has been identified. Where materials have been used from other sources it has been properly acknowledged. If this statement is untrue, the student acknowledges that an assessment offence has been committed.
Attention is drawn to the plagiarism and unfair practice policies of both the University and of ILM.


Marie-Louise Thompson 2306578
Problem solving and decision making
Module BMSK 4014	                                November 29th 2024
























Contents
1.	Introduction	3
1.1 What is a Complex Problem	3
1.2 Explain What the Problem Is	3
1.3	Define the Scope	4
1.4 Define the Impact	4
2. Understanding the Root Causes of Late Deliveries	4
Diagram Application:	6
2.1 Logistical Challenges	6
2.2 Communication Breakdowns	6
3. Strategies for Proactive Problem Solving	6
3.1 Establishing Clear Expectations	7
3.2 Utilizing Technology for Tracking	7
3.3 Building Relationships with Suppliers	7
4. Effective Communication and Collaboration	7
4.1 Communication with Team Members	8
4.2 Stakeholders	9
5. Communication and Implementation Strategy	10
5.1 Internal Communication with Team Members and Action Plan	10
5.2 External Communication with Suppliers	12
5.3 Timeline and Responsibilities Overview	12
6. Evaluating and Adjusting Solutions	12
Conclusion	13
References:	14




Problem Solving in the workplace 

1. [bookmark: _Toc183784253]Introduction 
Effective delivery management is essential for businesses that rely on timely, reliable services, particularly in sectors like home-based operations. This report examines five key issues related to delivery personnel failing to leave packages in secure locations despite the presence of a Ring doorbell, focusing on challenges specific to a home-based make-up artist business. Efficient deliveries are vital for maintaining client satisfaction and operational flow.

The analysis applies the Ishikawa (Fishbone) Diagram to identify root causes by examining factors such as people, processes, equipment, and environment. Solutions are proposed to address these issues systematically. Additionally, the report highlights broader challenges, including late deliveries from remote team members and external providers, which have been amplified by the shift to digital collaboration during the COVID-19 pandemic.

Through strategies like root cause analysis, performance monitoring, and continuous improvement, this report provides practical insights to improve delivery efficiency.

[bookmark: _Toc183784254]1.1 What is a Complex Problem 
In the UK, missing deliveries are a common and complicated problem, especially when it comes to e-commerce, where they can have serious negative effects on the economy and the environment. Clarifying the Issue, customer behaviour, poor communication, and logistical inefficiencies are frequently the causes of missed delivery. Poor quality address data, for instance, causes delays or unsuccessful attempts, costing small businesses thousands of pounds per year. 
The difficulty is increased by consumer expectations for varied delivery windows and real-time tracking. Missed deliveries impose significant costs on retailers, with UK businesses reportedly losing £183,000 annually due to failed or late deliveries. This includes direct expenses such as refunds and operational losses from additional delivery attempts. Furthermore, the environmental toll of repeat deliveries adds to the carbon footprint of the e-commerce industry (HubBox,2024).
[bookmark: _Toc183784255]1.2 Explain What the Problem Is 
In today’s increasingly modernized and digitalized workplace environment, where remote workspaces and mobile workforces have become the norm, the task of late deliveries is the problem in my beauty business. These challenges can lead to misalignment and misunderstandings, which hinder productivity and collaboration. 
1.3 [bookmark: _Toc183784256]Define the Scope 
Effective problem-solving begins with understanding the issue, its causes, and its context. Key questions include: What went wrong? When did it happen? What should have occurred? Who is involved? For late deliveries by remote employees, challenges include missed team interactions and lack of background information, undermining the accuracy of status updates (Boh & Wong, 2013). This problem focuses on tasks and processes leading to product delivery, excluding post-delivery activities (Allen, Golden, & Shockley, 2015).

[bookmark: _Toc183784257]1.4 Define the Impact 
Late deliveries can have a substantial impact on various aspects of a business, particularly financial consequences such as refunds, penalties, reduced payments, and additional operational costs. These delays can also affect a company’s reputation, diminish customer satisfaction, reduce the likelihood of repeat business, and hinder future opportunities (Hopp & Spearman, 2011).
[bookmark: _Toc183784258]2. Understanding the Root Causes of Late Deliveries 
Identifying and understanding the root causes of late deliveries is essential for devising effective solutions. One method to do this is by using the Ishikawa Fishbone diagram, this structured approach makes it easier to see how different factors contribute to late deliveries (Ishikawa, 1985). Each branch represents a major category (e.g., People, Processes), with sub-branches listing specific contributing factors.[image: Output image]
Ishikawa Diagram Breakdown
1. People:
· Lack of training for staff handling delivery logistics.
· Miscommunication with customers regarding delivery times.
· Errors by third-party delivery drivers.
2. Processes:
· Inadequate delivery scheduling or planning.
· Lack of order tracking procedures.
· Inefficient handling of last-minute order changes.
· Poor record-keeping of delivery attempts.
3. Technology:
· No real-time tracking system for deliveries.
· Outdated or manual tools for managing orders and logistics.
· Failure to integrate customer notifications or updates.
4. Materials:
· Insufficient packaging materials causing delays in preparation.
· Errors in labelling or mismatched delivery addresses.
· Lack of backup resources (e.g., vehicles or fuel).
5. Environment:
· Traffic congestion causing delays.
· Weather conditions (rain, snow) affecting delivery routes.
· Delivery location constraints (e.g., gated communities, remote areas).

Diagram Visualization:
· Head of the Fish: "Missed Deliveries in Home-Based Business"
· Main Bones: People, Processes, Technology, Materials, Environment.
· Sub-Bones: Specific issues under each category (as listed above).

Next Steps:
1. Prioritise Causes: Use brainstorming or Pareto analysis to identify the most impactful root causes.
2. Develop Solutions:
· Invest in training and clear communication protocols.
· Implement a reliable delivery management system.
· Build contingency plans for environmental challenges.
3. Monitor and Refine: Track key performance indicators (KPIs) such as delivery success rates to evaluate improvements.

[bookmark: _Toc183784259]Diagram Application: 
By mapping out these categories and their related issues, we can see how interconnected factors contribute to late deliveries. For instance, if “People” and “Technology” are identified as significant contributors, the solution may involve providing training and upgrading communication tools to ensure tasks are managed efficiently. Once all potential causes have been visualised using the Ishikawa Fishbone diagram, the next step is to investigate which causes have the most significant impact. This analysis will guide the development of targeted solutions to prevent future delays.  
[bookmark: _Toc183784260]2.1 Logistical Challenges 
The UK's logistics sector has experienced rapid expansion due to increased demand for home deliveries, particularly since the COVID-19 pandemic. Retailers and logistics providers have invested heavily in last-mile delivery solutions to meet consumer expectations for speed, reliability, and flexibility. This shift is also driven by the continued growth of online sales, forecasted to add billions to the retail market in coming years (Knight Frank, 2023).

[bookmark: _Toc183784261]2.2 Communication Breakdowns 
Workplace issues often stem from poor communication, making proactive identification and resolution critical. Common failures include misunderstandings of technical requirements, misjudging team expertise, neglecting risk communication, and failing to provide clients with accurate delivery slots and tracking updates, which reduces anxiety and prevents repeated delivery attempts (Descartes, 2023). Any uncertainty about delivery timelines should be resolved promptly, as avoiding difficult conversations delays solutions. Proactive communication and preventative measures are more effective for long-term problem resolution (Kraut, 2002).

[bookmark: _Toc183784262]3. Strategies for Proactive Problem Solving 
Business owners can address challenges by conducting regular project reviews, Grid Analysis enables teams to prioritise tasks by urgency and difficulty, categorising them into four areas to guide action. This approach helps teams understand task interdependencies and select effective strategies, enhancing problem-solving efficiency (Saaty, 2008).

[bookmark: _Toc183784263]3.1 Establishing Clear Expectations 
Recent research highlights the importance of setting clear task delivery expectations and utilising data-driven approaches for effective problem-solving in the workplace. Studies emphasize that well-defined timelines enable remote workers to prioritise tasks, manage resources effectively, and avoid delays. For instance, organisations leveraging Big Data Analytics (BDA) have shown improved decision-making and operational efficiency by analysing past performance and identifying time-intensive project components. This facilitates better deadline estimation and proactive planning (University of Aberdeen, 2023; Cambridge Service Alliance, 2023). These strategies align with practices for optimizing resource utilization and improving collaborative processes (Cambridge Service Alliance, 2023; University of Aberdeen, 2023).

[bookmark: _Toc183784264]3.2 Utilizing Technology for Tracking 
Recent UK research highlights the significant role of RFID (Radio Frequency Identification) and GPS technologies in optimizing supply chain operations. RFID enables automatic tracking of inventory and assets, reducing human errors and providing accurate, real-time data on product movement throughout the supply chain. When combined with GPS, these systems offer enhanced visibility by tracking goods across outdoor and indoor environments, improving delivery accuracy and efficiency (Thomas net, 2023; Ryder, 2022).

[bookmark: _Toc183784265]3.3 Building Relationships with Suppliers 
Building strong relationships with suppliers is vital for ensuring the smooth delivery of products and minimizing disruptions in production. Providing accurate order details, allowing sufficient lead times, and being prepared to adapt your processes based on supplier needs can go a long way in fostering trust and reliability (Monczka, Handfield, & Giunipero, 2020). Leveraging technologies like Electronic Data Interchange (EDI) facilitates seamless data exchange and improves operational efficiency (Kumar, & Nambiar, 2020).
[bookmark: _Toc183784266]4. Effective Communication and Collaboration 
Strategies like joint business planning foster trust, align objectives; and improve operational outcomes. Digital platforms enabling real-time data sharing enhance visibility, streamline inventory management, and reduce delays. Collaborative problem-solving and co-development initiatives strengthen supplier relationships, ensuring delivery efficiency. (McKinsey & Company, 2024).

[bookmark: _Toc183784267]4.1 Communication with Team Members
A Pugh decision matrix (or grid analysis) is a tool used to compare multiple options based on specific criteria, helping to make a balanced and objective decision. Below is an example of a Pugh decision matrix tailored to analyse strategies for addressing missed deliveries in a home-based business.
 Addressing missed deliveries in a home-based business:
Objective: Reduce missed deliveries and their associated negative impacts on customer satisfaction, costs, and operations.

Steps:
1. Identify alternatives: Define potential strategies for mitigating missed deliveries. Examples: 
· Implement a tracking system
· Partner with reliable delivery providers
· Use customer communication tools
· Establish clear delivery schedules
· Offer flexible delivery options
2. Define criteria: Choose the evaluation criteria. Examples: 
· Cost-effectiveness
· Ease of implementation
· Impact on customer satisfaction
· Reduction in delivery failures
· Scalability

Matrix Example:
	Criteria
	Weight (1-5)
	Tracking System
	Reliable Delivery Partner
	Communication Tools
	Clear Schedules
	Flexible Options

	Cost-effectiveness
	4
	3
	2
	4
	5
	3

	Ease of implementation
	3
	4
	3
	5
	4
	2

	Impact on customer satisfaction
	5
	5
	5
	4
	4
	5

	Reduction in delivery failures
	5
	5
	5
	3
	4
	5

	Scalability
	2
	5
	4
	3
	5
	4

	Weighted Total
	-
	75
	66
	64
	68
	63



Explanation:
· Each strategy is scored on a scale of 1 to 5 (1 = low, 5 = high) based on how well it meets the criteria.
· The weights reflect the importance of each criterion (e.g., "Impact on customer satisfaction" is critical, so it is weighted higher at 5).
· Weighted scores are calculated by multiplying the score by the weight, then summed up.

Results:
· The tracking system scores the highest (75), suggesting it is the most balanced solution.
· While clear delivery schedules also scored well, it might be more effective in combination with a tracking system to optimize outcomes.
Next Steps:
1. Review the feasibility of implementing the top-scoring solution.
2. Combine complementary strategies to address specific weaknesses.
3. Monitor outcomes and adjust the approach as needed.



[bookmark: _Toc183784268]4.2 Stakeholders 
In a home-based beauty business with delivery challenges, stakeholders include those directly or indirectly impacted by operations and customer experiences.
Internal stakeholders are the business owner, responsible for overall operations and resolving delivery issues, and team members, such as packaging staff and customer support, who ensure accurate orders and handle communication. If deliveries are in-house, drivers also play a crucial role.
External stakeholders include customers, the primary group affected by delivery delays, as well as third-party logistics (3PL) partners who manage deliveries. Suppliers providing products and materials also influence delivery reliability, as delays or shortages on their end can cascade into business issues.
Other stakeholders include technology providers offering order management and tracking tools, local authorities regulating business operations, and the surrounding community, who may be indirectly affected by increased delivery activity. Financial stakeholders, such as investors or lenders, are also involved as delivery performance affects profitability.
Engagement strategies should focus on maintaining clear communication with customers, ensuring reliable delivery systems with partners, and supporting internal teams through training. Collaborating with technology providers for efficient logistics and monitoring supplier performance can further minimize delays, improving customer satisfaction and business reputation.
SMEs and other stakeholders in UK firms are greatly impacted by late deliveries. They hinder cash flow, endanger survival, and result in about 50,000 company closures every year (FSB, 2021). They adversely affect consumer happiness, operational efficiency, and production schedules. Continual delays damage stakeholders' trust and discourage new collaborations. More broadly, these problems impede economic growth by restricting innovation, investment, and job creation, especially in susceptible industries like retail and hospitality (Zurich UK, 2020; FSB, 2021). The economy as well as individual companies suffer from the financial, operational, and reputational consequences associated with late deliveries.

[bookmark: _Toc183784269]5. Communication and Implementation Strategy 
Addressing late deliveries effectively requires a comprehensive strategy that combines clear communication with a structured action plan. This section outlines the communication methods and the implementation steps necessary to ensure all team members and stakeholders are aligned and proactive. 
[bookmark: _Toc183784270]5.1 Internal Communication with Team Members and Action Plan 
To resolve the issue of late deliveries, effective communication with team members is crucial. The following steps outline how to implement the action plan using communication tools and strategies to maximize efficiency: 
1. Conduct Training on Project Management and Communication Tools 
a. Objective: Ensure all team members are proficient in using project management software like Slack, Trello, or Asana. 
b. Execution: 
i. Week 1: Schedule training sessions and develop training materials. 
ii. Week 2: Conduct virtual workshops to improve proficiency. 
c. Communication Strategy: Use pre-training surveys to gauge existing skills and post-training assessments to measure effectiveness. Weekly updates and feedback sessions will ensure everyone is aligned and ready to apply what they’ve learned. 
2. Establish Clear Communication Protocols 
a. Objective: Implement standardized and efficient communication practices. 
b. Execution: 
i. Week 2: Schedule weekly video meetings for progress updates and issue resolution. 
ii. Week 2: Develop a comprehensive communication guide that outlines when and how to report task progress. 
c. Communication Strategy: Make meetings focused and efficient, using digital platforms for real-time updates. Adapt communication styles based on team member preferences and cultural contexts to enhance engagement. 
3. Implement Performance Tracking and Accountability Measures 
a. Objective: Monitor performance using time-tracking software and create accountability among team members. 
b. Execution: 
i. Week 3: Set up tools like Toggl to track task completion. ii. Week 3: Develop performance metrics and establish a feedback loop. 
c. Communication Strategy: Provide transparent updates on performance data. Use one-on-one meetings to address concerns or obstacles, ensuring each team member understands their contribution to project success. 
4. Review and Adjust Processes for Continuous Improvement 
a. Objective: Continuously optimize communication and workflow to prevent future delays. 
b. Execution: 
i. Week 6 and Ongoing: Conduct monthly reviews to assess communication protocols and overall project progress. 
c. Communication Strategy: Collect feedback from team members during reviews to identify areas for improvement. Encourage open and honest discussions to refine communication and ensure continuous progress. 




 
[bookmark: _Toc183784271]5.2 External Communication with Suppliers 
Maintaining effective communication with suppliers is equally essential to avoid disruptions in the supply chain. The action plan outlines steps to enhance supplier collaboration: 
1. Enhance Collaboration with Suppliers 
a. Objective: Improve coordination to ensure timely delivery of necessary materials. 
b. Execution: 
i. Week 4: Schedule regular check-ins with key suppliers to discuss progress and expectations. 
ii. Week 4: Develop a shared digital workspace for tracking supplier activities and sharing updates. 
c. Communication Strategy: Use direct contact methods, such as phone calls or video meetings, to minimize misunderstandings. Be transparent about challenges and emphasize the urgency of timely deliveries. Establish clear and specific requests to streamline communication. 
 
[bookmark: _Toc183784272]5.3 Timeline and Responsibilities Overview 
[image: Output image]
[bookmark: _Toc183784273]6. Evaluating and Adjusting Solutions 
Stakeholders addressing delivery problems for home-based businesses, particularly in the context of last-mile logistics and e-commerce growth.
Key Findings:
1. Impact of Last-Mile Logistics: The last mile of delivery represents the most costly and inefficient part of the supply chain, contributing significantly to urban congestion, pollution, and logistical challenges. Innovative solutions, including vehicular (e.g., cargo bikes), operational (e.g., consolidation hubs), and organizational strategies (e.g., collaboration among stakeholders), are being proposed to address these issues. These solutions aim to balance economic, environmental, and social sustainability by minimizing stakeholder conflicts (Silva, 2023).
2. Challenges for Home-Based Businesses: Many home-based businesses in the UK face logistical issues such as high costs, delivery delays, and customer dissatisfaction. Stakeholder involvement, including local governments and logistic providers, has been critical in creating infrastructure like local drop-off points or shared delivery systems to streamline operations and reduce costs (Bosona, 2020).
3. Role of Technology and Policy: Advancements in technology (e.g., real-time tracking and automated delivery systems) and supportive policies are helping stakeholders to better coordinate and manage deliveries. Home-based businesses are increasingly leveraging such technologies to meet consumer demands for faster and more reliable deliveries, especially during peak times (Anderson & Lyon, 2020).
4. Collaboration and Sustainability: Collaboration among stakeholders—such as partnerships between small businesses and local logistics providers—has proven effective in addressing delivery challenges. Policies promoting green logistics and the use of sustainable transport methods, like electric vehicles or bike couriers, are being explored to address environmental concerns tied to delivery operations (ResearchGate, 2023).
[bookmark: _Toc183784274]Conclusion 
This research concludes that structured problem-solving techniques are essential for minimizing delays and improving project efficiency. By integrating these methods, organizations can better manage project workflows, enhance team collaboration, and meet delivery timelines effectively. Future studies may explore the role of emerging technologies and tools in further mitigating delivery challenges within the sector.

Word Count: 3286
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