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[bookmark: _Toc523097554]Introduction:
Employability and professional skills are important for effective workplace and organizational behavior. Problem solving and decision-making are skills that is needed for every employees and candidates in any organizations. After finishing HE skills, working in an organization is challenging and managing effective workplace environment with problems solving skills are also important. I am working in a restaurant in London name St. John. As an employee of that restaurant, I already identified some problems and issues which are negatively effecting to the operational procedure of restaurant. In this report, I will analyze and demonstrate the problems of my working environment, managerial situation. I will do a critical evaluation of the innovation and also analyze how innovation can effect on to the business environment of my restaurant. With the critical approaches and problems, I will demonstrate key influencing factors with the help of PEST theory. After that I will analyze the employee behavior, techniques and how technology helps to implement various strategies with employee attitude and skills. 
[bookmark: _Toc523097555]PART: 01 Skills needed for Tackling Problems
[bookmark: _Toc523097556]AC 1.1 Definition of Problem:
Problems in organizations are many. As I am working at St. John Restaurant as a manager, I have faced various problems with management, employees, staffs and customers. According to Morgan, he stated that a problems is the gap between actual states and perceived states of both individuals and groups (Morgan, 2016). From the assessment of various sources, problem actually differs from organizations to organizations and employees to employees depending on various internal and external factors. When organizations have some difficulties with its internal and external factors, managerial functions hampered and problems create. As I am working in a restaurant, the main problem is “Lack of responsiveness and poor service quality by the restaurant”. As a manager, I always have a warm relationship with employees and clients of St. John. But now a days, customers are giving negative feedback and complaining about the service delay which is effecting psychologically of the employees and overall operational procedure of the restaurant.
[bookmark: _Toc523097557]Problems Solving Stages:
According to Gano, D., stated that the main reasons of problems in organizations and managements is the unskilled man power (Gano, D., 2011). Based on the problem, skilled man power is needed. To solve problem, the restaurant management should define the core state of the problems, need to find the possible solution with the help of employees and customers, to choose the best solution and implement with current technology and tactical decisions (The Stages of Problem Solving, 2018). 
[image: ]
Figure: Seven Stages of Problem Solving
Source: http://www.itseducation.asia/pics/problems.jpg 
[bookmark: _Toc523097558]Psychological Effect of Problems:
Stated problem is about responsiveness which is inter related with customer satisfaction. According to Zeithaml & Zaha, stated that customer satisfaction is important for any service oriented organizations (Zeithaml & Zaha, 2006). Here, the problem will create customer dissatisfaction as there is a gap between expected and actual services to the customers. This dissatisfaction will create psychological defect on human health of employees and staffs. It will create a pressure by the management and so overall working environment will be effected. Apart from this situation, staffs will suffer from chronic stress during the working time and it will decrease the overall quality of the services. Stress can make the psychological problems worst (Effects of Stress, 2018).

[bookmark: _Toc523097559]Simple and Complex Problems in St. John Restaurant:
As a manager, I also found several simple and complex problems in the St. John Restaurant. In the simple problem list, sometimes waiters and staffs aren’t aware of the orders. As we are serving Italian, Indian and English buffet customers are getting confused sometimes. Hence, we have already appointed some employees of Asia Pacific and thus it is creating a communication gap and problem among customers. In the list of complex problems, employee turnover and customer dissatisfaction with lack of responsiveness have found. Customers aren’t getting their desired food sometimes because of the mismanagement of inventory and thus they give a negative review on our social page. These are some simple and complex problems of St. John Restaurant.
[bookmark: _Toc523097560]AC 1.2 Critical Thinking:
Critical thinking is the process of thinking clearly and rationally (Critical Thinking, n.d.). Using the ability of individuals and groups with a logical understanding is basically stated as critical thinking. According to Margaret Lloyd, stated that critical thinkers are able to learn and think deeply of an issue and demonstrate evidence in a disciplined way (Margaret Llyod, 2010). So, critical thinking is needed and important for analyzing the problem of St. John Restaurant. Critical thinking of the restaurant will be based on the 5W which are stated as-
1. What (Purpose of the evaluation and critical thinking)
2. Where (Place)
3. When (The timing of the problems and critical evaluation) 
4. Why (The reason of critical evaluation with enough sufficient information)
5. Who (The employees and staffs with management of the restaurant)
[bookmark: _Toc523097561]Analyzing Key Steps of Critical Thinking:
Responsiveness and customer service is poor in St. John Restaurant and customers are giving negative feedback which effecting the whole business objectives to achieve. To analyze problems critically, six steps of critical thinking are found. They are knowledge, comprehension, application, analysis, synthesis and evaluation (Six Steps of Critical Thinking, 2000). At first, it is important to gather knowledge and idea about the whole topic and problem. Critically gather information about service quality, employee skills and managerial policies of the restaurant. After gathering knowledge and idea of those factors, understanding of the situation of the restaurant is important. Which services are being served, what are the responsibilities of employees, shifts management should be evaluated. After that taking alternatives with proper implementation strategy is needed. Apart from this, each and every functions of the management should be checked regularly. Marketing and Finance department should be proactive of the restaurant as which promotional campaigns needed and this will cost much. Last of all, effective evaluation and monitoring should be implemented and evaluated for retaining customer satisfaction and positive feedback of the restaurant.
[bookmark: _Toc523097562]Importance of Critical Thinking and Evaluation in the Workplace:
Critical thinking and evaluation are important for me to accumulate with the flow or working activities in the restaurant. As a manager, I have some responsibilities about managerial functions of the restaurant. By thinking critically, I can be well aware of the employees and their working activities. I can motivate employees and tell them about their tasks in details. I can communicate with the employees about their internal and external problems by critically thinking and evaluation each and every working activities of the personnel. Sometimes extra working pressure will hamper the output of the staffs and so, I can effectively divided their shifts to reduce the back lock and pressure of the work in the restaurant. To do so, I need critical evaluation process in the workplace. 
[bookmark: _Toc523097563]PART: 02 Organizational Analysis and Communication Skills
[bookmark: _Toc523097564]2.1 Evaluation of Key Influencing Factors (PEST Analysis):
Evaluating key influencing factors for St. John restaurant is important. PEST analysis is actually indicates the analysis of external business environment. According to Abhishek Gupta, stated that PEST analysis states that enterprise or organization needs to reacts against the changes of present business situation (Abhishek Gupta, 2013). As I am working in a restaurant, it has also some external environment and needs to accumulate with the changes of the environment. The word PEST stands for political, economic, socio-cultural and technological factors for the restaurant industry in London. Diagram of PEST is given below-
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Figure: PEST Diagram
Source: http://askinyathelo.org.za/wp-content/uploads/2016/08/PEST-768x514.png 
Political:
The restaurant is currently facing some legalities due to the new BREXIT. Because of the new policies taken by authorities, St. John has some external issues with the top management and stakeholders. Because of the extreme competition is restaurant business, political influence effects sometimes which is needed to be considered for the restaurant.
Economic:
The restaurant offers various services and it has to go with the flow of the restaurant industry in UK. Because of the rapid growth of exchange rate, management should consider about the customers. Restaurant industry is very much competitive. So, with a minimum investment, the management should think about internal policies about employees, staffs and chefs and also about the inventory cost. 
Social:
This restaurant is actually owned by a Muslim owner. So, the main attraction of this restaurant is customers will get Halal foods in this restaurant and it has some attracted menus for Muslim customers. Apart from this, employees from many countries are working in this restaurant and maintain a good internal relationship among everyone. 
Technological:
As online food delivery is attracting for customers, St. John is also offering the online food delivery system with UBER EAT. This very responsive and convenient for the customers. St. John is also focusing on the social media sites like Facebook, Twitter as technology rapidly creates opportunity. By doing so, the restaurant will get a unique brand image with customers feedback which is important to sustain in the external business environment.
[bookmark: _Toc523097565]AC 2.2 A Letter to the Line Manager:
26/08/2018
The Line Manager,
St. John Restaurant
London, UK

Dear Sir,
It is for kind and sympathetic consideration that the overall impact of the external environment in our restaurant is quite challenging. Although we are always trying to go one step ahead from other restaurants in the industry, we have some problems according to the external environment analysis (PEST Analysis). The impact of PEST analysis will be effective and efficient if we accumulate the changes based on industry. As we have our potential customers and stakeholders, we can ensure the effective work chain and brand value for the market. From the PEST analysis, it is obvious that technological factors have a positive outcome for the long run business. So, we should implement some tactical and strategic plans for our restaurant for both profit and customer satisfaction.

Kind Regards,
Mr. X
Manager, St. John Restaurant
London, United Kingdom
[bookmark: _Toc523097566]PART: 03 Understanding Employee Behavior in Organizational Context
[bookmark: _Toc523097567]3.1 Definition of Employee Behavior:
According to Pizlo, stated that in the Management Study Guide employee behavior is the reaction of a certain situation in the workplace by employees (Pizlo, 2007). Employees needs to behave and show positive gesture in the workplace. Every organizations has a specific rule and regulation. So, an employee should be positive towards those rules and regulations. There are many employee behaviors are found. Among them task performers and maintaining attendance are discussed below-
1. [bookmark: _Toc523097568]Task Performers:
Task performers are only aware of the key responsibilities and duties given the manager. Every employees in job sector has a specific goal and target. Task performers only focuses on those goals individually rather working for the organization. According to Vohra, he stated that task performers only directs a specific goals only for themselves (Vohra, 2009). Task performers always concentrate on their own work and responsibilities to achieve their personal goals and build up their own career. 
2. [bookmark: _Toc523097569]Maintaining Attendance:
Employees and staffs need to attend office regularly. Based on that ratio, employee behavior and attitude differs. Some employees only intend to attend in the office rather than doing their job. They can’t find interest on their job and so working performance minimizes. This behavior can be changed by implementing some tactical changes on internal management in organizations. 
[bookmark: _Toc523097570]Influencing techniques of Management for Managing Employee Behavior:
A manager should know about the right employee in the organization. Managers should appreciate and motivate employees to perform better and to achieve goals and objectives. Managers should also appreciate employee skills, attitude and some outer gesture to maintain a better communication.  Giving them correct guidance, suitable reward and benefits are also important for managers to make a positive employee behavior in the workplace. Apart from this, managers should be aware of the responsibilities of employees and according to that guide employees to perform better. Managers should call a meeting in a regular basis for checking and monitoring employee performance. These are some key influencing factors of management and managers to manage employee behavior in the organizational workplace. 
[bookmark: _Toc523097571]PART: 04 Information Technology and Data Management Skills
[bookmark: _Toc523097572]4.1 Influence of Technology in the Workplace:
Technogym has already emerged a most of the portion of new business environment now a days. As my restaurant is giving various services, so it should implement some technical features like E-Ordering, E-Payment, website etc. Digitalization and technological advancement like web based email, cloud storage system have already implemented in organizations. So, employees should be skilled and well trained about technological knowhow with various hard skills like networking, data analysis, data management etc. Due to the technology, effectiveness and efficiency of work has increased. The interaction between employees and overall communication has become effective and efficient enough to meet a better organizational performance. But there are some disadvantages of technology also found. Advantages and disadvantages of technology are given below-
[bookmark: _Toc523097573]Advantages of Technology in the Workplace:
1. Communication of both internal and external will be developed because of technology.
2. Employees can be innovative and creative.
3. Organizational functions like Marketing, Finance, Accounts, and Human Resource Management (HR) will be effective and efficient enough with a proper implementation of technology.
4. Saves time and reduces fixed costs and variable costs.
5. Increase mobility and thus employees can get a flexibility on their work.
[bookmark: _Toc523097574]Disadvantages of Technology in the Workplace:
1. Some technologies can distract employees from their work like Facebook, Twitter, YouTube etc.
2. Implementing and maintaining technology is very much expensive and thus it increases the costs of an organization.
3. Sometimes employees become lazy and unproductive due to technology. 
4. The main disadvantage of technology is the security. Sometimes confidential information may leaked by hacker and it will create a big problem to organizations. 
[bookmark: _Toc523097575]Conclusion:
From the stated assessment based on my working experience, it can be said that organizational problems can be solved by evaluating different situation and external environment with employee skills and behavior. For a problem evaluation and critical thinking, it is important to focus on the employee performance, employee active engagement and motivation by management. For the effectiveness and efficiency of organizational performance, employees should be skilled and trained to maintain interpersonal communication both inside and outside the organization. In my restaurant, my problem can be solved by taking necessary steps towards the problems and identify the best solution. To implement tactical and strategic changes, it is important to communicate with the every tier of the management.
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