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Define a complex problem in the workplace, including its scope and impact 
 
The complex problem in my workplace is lack of communication. I work in a target driven 

environment for an energy supplier.  

We deal with customers and 3rd party meter operators, so communication is key for the process to 

run smoothly and to achieve the correct outcome and supply a good service for our customers. 

The issue is that when a customer requests a job to be done for example an electricity 

meter upgrade, they are calling us as their supplier to provide that service. 

What the customer does not know is that once they have that initial conversation 

and request the work the sales team then pass the job over to a processing team who then 

speak to a 3rd party meter operator to book the work in and get 

an appointment for the customer. 

If the processing team's attention to detail is not on point, then this means they provide the 

meter operator with the incorrect information which could result in the customers job failing. 

If the meter operator changes their timescales or processes it never gets communicated to 

us properly, so we are giving customers the incorrect information and as front-line sales this 

is an issue. 

We should be kept up to date with all changes however big or small they may be, so we are 

all on the same page. 

"Communication can be the centrepiece of a great organization or your Achilles heel." said Terry 

Reilly, Director of the Employee Research Practice at Opinion Research US. "Management's 

choice is pretty simple. Either they provide the information or employees will fill in the blanks on 

their own - usually with erroneous information." 
 
  
We can ignore the situation and hope it just resolves itself or carry on dealing with the failed jobs 

due to lack of communication as we have been for a while, or we can try to resolve it and make the 

process a lot easier for us and our customer's. 

One solution to resolve this is to have regular meetings with all Departments putting forward any 

changes that have happened. 

This would mean that at one point all departments were unavailable for our customers whilst the 
meeting was taking place. 

We could email the changes out to all teams but that is then relying on that everyone has read the 

email and understood the change that has happened. 

The response to email changes could be very time consuming with people asking questions in 

response to the email. There could be more than one person asking the same question. 

We could have one person form each department responsible for business changes. 

This means that there would only be 3 people involved one from each team in communicating it 

across to their teams and making sure it is understood. 

There would always be availability to our customers and less time consuming as the change could be 

sent by email or video call then it's up to them to roll it out to the team. 
 
 
  
 
 
The people who are affected are the team of 10 sales agents who are front line, so this is who the 

customer speaks to and trusts that they have given them the correct information and 

timescales regarding the services the customer has requested.  

The processing team are affected as they are not customer facing but we are constantly chasing 

them up to check what information they have passed over to the meter operator as if this is 

incorrect then the complete process is going to fail. 
 
The 3rd party meter operator is affected as if they have not communicated any changes to their 

processes and costs with us effectively then they are getting all the backlash from us contacting 

them chasing for dates that they cannot meet. Also, customer calling them complaining that they 

were given the incorrect information.  

This problem started about a year ago and just got worse as time went on and become more regular 

with more changed happening across the business. 

The problem occurs in all departments across the business and these problems occur due to lack of 

communication  
  
This can then affect management withing my company and the 3rd party meter operator as the 

customer will want to raise this with a manager and make a complaint.  

The reason this problem has become so big is down to poor management. A solution is needed to 

make our processes run smooth and take away any unnecessary repeat calls  

Customer’s business may fail due to us giving incorrect information like timescales of when 

they will be up and running on power. 
 
 
 I have produced a PDP (See Appendix 1)  a Swot  (See Appendix 1) and a learning log (See Appendix 4)  to monitor my progress in problem solving and decision making .

These are tools I have got familiar with through this cause and learned that they help me a lot to monitor my progress and set myself targets to ensure that I am meeting the deadlines in good time.

 
 
 
 
 
 
 
 
 
 
 
Analyse information on the identified problem, to help inform the decision-making process 
 
I have used the 5 whys tool (see Appendix 5) to identify potential causes of the problem  

“By testing your threshold of knowledge through experiments and data and focusing on 

facts, not opinions, you can get closer to identifying the true root cause.” 
 
in the end, there is a deep, rich learning about the problem. 

This tool allows you to get to the depth of the problem to open up other avenues to help 

resolve the problem.


I also used the root cause analysis (see Appendix 7) and brainstorming (see Appendix 6) 

Which tie in together. By brainstorming with a few members of my team this helped me get to the root cause of the problem.


 Mind mapping was the first source I used and this explained the problem that I had chosen. It 

allowed me to expand and think deeper into the problem I found this really effective as it made me 

think of things of other ways and tools I could use to help solve this problem.
 
 
 
Propose a range of alternative solutions to the problem 
 
So, we tested all 3 solutions to the problem we ignored the situation hoping it would just go 

away and rectify itself but these problems kept popping up more frequently causing more 

and more re work.

We tested have monthly online video meetings with the sales team the processing team and 

the 3rd party meter operator.

That didn’t work as there were to many people trying to ask questions and not enough time 

as we were only allocated 1hr for this meeting on a Friday afternoon.

This then caused repeat conversations as we had to ask questions after via email which then 

resulted in me knowing the answer to my question, but it wasn’t being rolled out to everyone 

within the department.

The one we tested that until today has been successful for about 6 months was to have one 

point of contact for each team.

Whenever there was a change to processes, they will update the other 2 points of contacts 

and they will then role it out to their in whatever way they deem effective depending on how 

that team learns best.
“Managers also should be aware that employees may have communication styles and 

preferences that are less than ideal. For example, using email to collaborate on a project may be 

convenient, but ultimately less efficient than working face to face. Providing employees with 

effective communication solutions, such as a collaboration platform for texting and speaking, 

can boost performance and help your business run more efficiently. It’s also constructive to 
practice active listening, emotional management skills and team communication with 

employees. Celebrating the accomplishments and progress of your staff is another way to create 

an engaging company culture.”

 
 “No problem would ever be solved if it weren’t communicated effectively. Period. The importance of good communication can never be underestimated. All problem-solving strategies depend on successful communication.
 
As you can see, problem-solving is related to many other kinds of skill sets. That's because it takes a mastery of more than one skills to solve a problem”.

 
 Communication is one of the most important things in the workplace it plays a big part in productivity an growth for the company .

We hold 121 sessions with every team member and the manager once a week to ensure that there is communication between the team and the management .

This needs to continue between other areas of the business and ourselves as different departments as we all aim for the same customer outcome.

It also avoids confusion and allows people to be accountable for their mistakes instead of blaming everyone else.
If communication was 100% then you couldn’t blame anyone else for the  mistake you made. 




 
 
 
Using a decision-making technique, evaluate a range of solutions to identify the most appropriate option 
 
 
 Decision making requires teamwork. The initial decision in a workplace can be a decision by 

a leader but to make it successful it requires teamwork.

“One of the most important steps a leader and a team can take is to make very clear which 

decisions are the teams, and which are the leaders”

I have used the decision-making technique Grid analysis to identify the most appropriate option.

This tool has determined what option is the most cost effective, time effective and also more Intimate on a team level.

It doesn’t cost anything in price as we don’t have to travel to other office to attend team meetings.
It doesn’t take much time out to role out the change in the business as the team s small so the amount of questions asked are going to be smaller.

Resources are minimal as it is being rolled out to each team separately by one team

Member. 



When making decisions I like to write things down like brainstorming it makes decision making a lot easier as it outlines all aspects of the decision that you need to make (see appendix 6).

I get others involved that are are of the problem and there suggestions are always something I would not of though of so that makes it a whole lot easier. 

I make myself fully aware of the situation as it stands and how I want the outcome to look and work towards that goal.









 
 
 
 
 
 
Develop a detailed plan for implementing the solution 
 
 
 We will allocate the project to one member of each team. That member will liase with the other 2 members on a weekday maybe daily basis whenever a change comes into place that the business needs to be aware of in order to run smoothly.

When a change happened, and they are all made aware of this change with all the relevant scope and impact   details to ensure its being rolled out the best possible way.

When a change is made, and it is rolled out there will be feedback sheets available for the teams to complete at every roll out to eliminate anything that isn’t going to well.

The leaders have to be aware of how people learn as everyone learns differently so it can’t be rolled out just how the leaders feel comfortable with as that will not be successful .

We will provide handouts so that employees can have the changes in sight to remind them on a daily basis .





 
 
 
 
 
 
 
 
 
Communicate the plan to relevant stakeholders 
 
 
 
 
 Customers will be made aware of our changes through email and post where an email address is not an option.

This is to keep out customer up to date. we have a lot of repeat customers that just email us minimal details for a job request as they request the is work on a  regular basis and we already have their basic information on our systems which means we don’t have to have the same conversation with  them overtime about costs and timescales .

Is there is a change within this we do need to make them aware as soon as possible to avoid any confusion.

This will keep our customers happy and avoid losing any customer contracts.

I have looked into this with my manager and we lose on average 8 customers a week within connections and metering just from lack of communication and jobs going wrong due to us not being update on the meter operators’ changes.

The average contract on a 12-month basis brings the company in £5,700 which means we are losing around £45,600 a year just from bad communication.

This could lead to bad press which could make even more customers leave as they do not want to experience a bad experience.



 “A stakeholder can help bring a project by a company or organization to completion by providing valuable support, insight, and resources. Understanding the role of the stakeholder can be crucial to achieving success.”
 
 
 
 
 
 
Assess appropriate monitoring and review techniques to ensure successful implementation of solution  
 
 
 “Effective communication occurs when a message is sent and received accurately. Just because you believe 

you are communicating ideas and information properly in your organization, does not necessarily mean it is 

effective.”
 
 “Good communication can boost teamwork and lead to better project collaboration. It applies to 

practically every industry.” 
I produced a PDP to monitor my progress to communicate more effectively. I have used PDP’s across my assignments, and this has helped me reach goals and better myself in certain areas with a target date for review so that I can monitor my progress.
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Appendix 1 
 
PDP  
 
	What do I want to learn? 
	What do I have to do? 
	What support and resources will I need? 
	How will I measure success? 
	Target Date for Review 

	To communicate more effectively  
	Engage with other departments of the business  
	Colleagues and scheduled meetings  
	By the decrease in customer complaints  
	1st February 2022 

	To be a better listener  
	Improve my active listening skills  
	Colleagues and regular updates   
	Feedback  
	1st February 2022 

	To take effective notes  
	Listen more 
	Colleagues and business updated  
	Increase in my knowledge and understanding 
	1st December 2021 


 

Appendix 2

SWOT 
	SWOT    
    

	    
STRENGTHS    
· The business has the staff capability to run successfully     
· Customers trust our processes that we will deliver the service they have asked for  
· We are a well-established energy supplier and are part of the “Big 6” energy suppliers in the UK   
· Our contract rates are competitive and reviewed on a regular Basis to make sure we are up to date with the energy market. 
    
    
	    
WEAKNESSES    
· The communication between departments is poor 
· We don’t always meet our customers’ expectations due to lack of communication 
· Unaware of where to direct customer with certain issues  
· Time management  
· Disorganized  
· Lack of skills in the Leadership teams 
    
    

	    
OPPORTUNITIES    
· My company has well known up to date technology system in place for us to take advantage of to service our customers effectively  
· We now have an online only avenue customer can join for lower prices on their energy and quicker responses as all online.    
· Resources to improve communication and time management  
    
	    
THREATS    
· COVID-19 has had a significant impact on businesses and attention to details is now more important to get businesses up and running in a competitive timeframe to other suppliers with no setbacks  
· Losing customers due to lack of communication within the business 
· Bad publicity on the back of us not delivering our promises.  
    
    
   


 

Appendix 3 

Mind map  
[image: ] 
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 Appendix 4

Learning logs  
 Learning Logs  
	Module Code: BMSK4004                                                                Date:31/07/2021                                                                                             

	Session number and date: 1 31st July 2021  
Student name: Renee kennedy   
Teaching session evaluation: Problem solving and decision making.   
  

	What Happened?  

	This session was about the Module content.  This was a group learning session over all campus ‘online due to covid with a new lecturer to me. 
  
  

	How do I think/Feel about this? I didn’t really enjoy this way of learning as much as I do with a small group of 4 with my lecturer im used to. 
  
  

	How well or how badly did it go? It went okay  
  
  

	My conclusions /reflections /Lessons learned   

	What did I learn? I learned how other people think. As the session was with people I have never learned alongside.  
  
  

	What have I achieved? I have started writing my assignment and researching so I am already making progress.  
  

	What have I learned about myself? I have learned that I prefer smaller more intimate group discussions. 
  
  

	How does what im learning lead to me being better at a skill? It shows me what areas im strong in and what areas I am weak in. This will help me work on the weaker areas to make me better at it. It also brings to light things I didn’t even know about myself. 
  
  

	What is my smart objective? By the 31st September 2021 I will of got better at beign thrown out of my comfort zone and adapt to change quickly  


 
 Appendix 5 

5 Whys 
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 Appendix 6 

Brainstorming  
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Appendix 7 

 Root cause analysis 
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Appendix 8
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