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[bookmark: _Toc535202659]Introduction
Effective problem solving and decision-making skills help the employee to analyze the problem and take the right decision to improve the system than before. Workplace training design must develop to gain more effective problem-solving skills. Important to identify the problem, proposing solutions, evaluating options and finally implement a solution are important stages of problem-solving (Gano, 2011). The problem will come every time and important to solve the problems with proper decision making. In the workplace, there might have different problems and need to analyze information based on those problems. 
Choosing the best strategy by those problem solvers helps to gain organizational goal more effectively. In an organization problem solving seems straightforward for the first time, but most of the time we find it hard to take the best decision. Important skills are required to solve those problems successfully. Innovative thinking of employers also helps to solve those critical stages of problems and able to make a successful decision-making process (Davidson, 2003). 
There are different approaches to problem-solving. Each stage of those approaches will help to solve the problems in a better way. Organizational success can be gained if the organization implement it efficiently. Make a right decision-making process is so crucial to get the various solution of the problem. Furthermore, it can be stated that a proper plan can implement the solution in a better way. I am currently working at MacDonald’s Blackburn branch. There I have been facing a problem in my workplace. I am going to explain the problem in the context of MacDonald’s in this report. Problem-solving is kind of universal job skill. Critical components need to understand in problem-solving so that it can improve personal skills. 







[bookmark: _Toc535202660]Workplace problem and impacts
A problem is kind of a situation which is unwelcome or harmful and needs to be overcome. Also, it can be stated that when there is an observed gap among existing state and the desired state it creates a problem. In the workplace, many critical problems create different issues and workplace problems have an impact on both staffs and employer. Interpersonal conflict, communication problem, gossip is some of the examples and also there are other examples such as bullying, harassment, discrimination, low motivation, performance issues, poor job fit and so on. The workplace is kind of an environment where people from different personalities, communication styles join. And for this variation, it can create different problems among the employees and the employer. All employees have the full right to treat with fair and feel safe in their workplace. Workplace problems can lead the organization to poor performance and can decrease their productivity level also (Masthead, 1968). 
It is important for the managers of the organization to identify problems properly and then they need to define those problems step by step clearly. The organization should deal with the problem so that they can overcome those problems. The decision maker must make decisions according to those problems such as quality, quantity, price, features, and reputation and so on. From workplace issues, it creates stress for many. Also, workplace issues sometimes create negative psychological symptoms. So finally, it can be said that it is necessary to create a proper outline of each problem, which can have a negative impact on the workplace and need to be solved with making right decisions by decision-makers of the organization (Costley, 2010). 

[bookmark: _Toc535202661]Methods to Recognize and analyze problems
Recognize problems:
· Identify interpersonal conflict
· Identify communication problems
· Identify harassment
· Identify discrimination
· Identify low motivation and job satisfaction
· Identify performance issues
· Identify poor job fit
· Identify weakness of management communication structure 
· Identify the failure of managers delegate in simple task sectors
· Identify management problems
Analyze problems:
· Need to read the case carefully 
· Define the central issue
· Define firms’ goal
· Identify each constraint of the problem
· Recognize all the relevant substitutes 
· Select the best alternative
· Need to develop an implementation of the plan
[bookmark: _Toc535202662]Complex problem 
Complex problems mean where there is huge complexity in terms of solving a problem. They are occurred due to improper strategies, decision making, lacking in team working and many other things (Flick, 2011). It’s been a year I have started at McDonald’s and facing various problems since I started working at night shift.  The main issue at my workplace is the schedule management and due to this, it's impacting on the communication gap with everyone. Most of the crew members of MacDonald’s who is working at night shift, they are facing problems. The management team is not good enough, effective communication is decreasing and so on. At the same time, service time is much higher than day shift as a consequence customer are complaining about service.
Manager of the McDonald’s in our branch is failed to manage the employees scheduling system properly. Many employees must work for a long time and they are failing to provide the best service.  New staffs are leaving before finishing training period. The manager should make effective communication with the staffs where changes are needed to maintain their quality services. McDonald’s still have the opportunity to decrease these problems if they manage every operation quite efficiently and effectively. Need to make a proper list of these complex problems and they should take proper decision to overcome those problems (Gray, 2009).
[bookmark: _Toc535202663]Information Analysis and decision-making process
 Some tips to analyze information on the identified problems of McDonald’s is given below-
1. First of all, need to decide where the information can be found. For example, need to develop a survey and that survey will help to get some information.
2. Then need to gather the information from various sources that have been identified. 
3. Need to quickly skim and information should be scanned. 
4. Need to determine the level accuracy, relevance and also information’s reliability. 
5. Need to identify propaganda and also bias.
6. Important to identify omissions and also faulty logic.
7. Recognize not only interrelationships but also themes. 
8. Need to pay attention to each information sources. 
[bookmark: _Toc535202664]Five Why analysis
Five why analysis is a unique tool that helps to identify different assumptions by asking a question on the topic (Joseph, 2012). It helps to find out the most appropriate suggestion by going to a depth of the problem. Below, I am going to use Five Why to analyze the problem that will help me find out some ideas:
1. Who is involved? 
All the crew members and managers are involved here. Mainly, the crew members are facing problems at a large number due to the management structure and structure. Because they are not feeling comfortable to provide effective service. 
2. What happened?
At night shift we are having a high level of complaints and our service is slower compared to day shift. But managers are failed to provide proper management decisions and for this at night shift crew members are not able to provide better service to the customers. Effective communication between the staffs and the manager is decreasing so most night we don’t have enough staff to run the shift. If this is continuing reputation of the organization will go down. 
3. When did it take place? 
It has been happening since I started working at night shift. But the management department of the organization is not analyzing this problem properly. Recently we have a shortage of staff. New staff does not like to continue more than a month. 
4. Where did it take place? 
It is happening in our night shift and now managers are analyzing the problems that are impacting on taking the proper decision. The problem has been drastically increased from last 6 months.
5. Why did that happen? 
[bookmark: _Hlk521115307]Some of the crew have to work hard because of poor management and scheduling system. When a new starter starts manager makes them work so hard that they leave the job within few shifts. Some experience staffs are so lazy that our shift running managers are unable to manage them properly. Hence, it has a direct impact on customer service. The kitchen is so slow that customer has to wait a long time for their food so that they have been complaining about service time. Happened because of improper management in the McDonald’s. The manager is not organizing the operational activities in a correct way. They are failing to make new staffs feel comfortable so there are not enough staffs to follow the company procedures. 

[bookmark: _Toc535202665]PESTLE analysis
According to Walsh (2013), he explained that if we want to analyze a problem, we need to consider environmental factors. Workplace environment changes every time. There are some internal and external factors we need to consider making a better decision. PESTLE analysis for MacDonald’s is explained below: 

Figure: PESTLE analysis (Walsh, 2013)
Political: Political environment of McDonald’s environment plays an important part because it can provide opportunities and also threats. Government policies towards various issues can increase the level of cost for trade or public health. On the other hand, a trade agreement can make this easier for McDonald’s so that they can take different business activities in different areas. The business activity becomes more expensive if the government increase the tax on fast foods. Since Brexit MacDonald’s do not have enough staffs. Before Brexit MacDonald’s could recruit as many staff they need. This is the time in a decade we are facing a shortage of staffs (Maund, 2017).
Economic: McDonald’s is a global brand and for this, there are some of the economic factors which put an impact on McDonald's such as international, national, and local conditions. McDonald’s has a strong economy with the low unemployment rate. If the sales level falls, there can have attributable to change the taste and increase the level of competition in the organization. The exchange rate also has an impact on McDonald’s.
Socio-Cultural: Changing the taste of customers can have an impact on McDonald's such as in the sales sectors. For example, because of the growth of the coffee industry, McDonald’s has to develop a McCafé menu for the alternative to Starbucks. MacDonald’s has a range of products and services, it requires adequate staffs to provide the required service. Changing customer demographics means McDonald’s also need to change the demand according to the health. If they want to increase their value and sales, they need to adapt their all food menus according to low-fat choice (Federer, 2015) 
Technological: Change in technological sector helps McDonald’s to improve their business and also able to reduce waste. Furthermore, it helps to develop the communication level with its customers. Technology also helps McDonald’s to strengthen their brand value by providing various channels, for example, in-store self-service, online order and so on. Since MacDonald’s started delivery service such as UBER Eat, sales have been doubled than before. Moreover, Self-service and mobile order has helped our company to increase the customers.
Environmental: Here the main issue is focused on protection the resources for a long period of time. For this, they need to develop corporate social responsibility policies and also need to report through frameworks. For example, through the Global Reporting Initiative. Some of the environmental issues in food production which faced by McDonald’s and for this it encourages issues like deforestation and also food miles. 
Legal: Business success depends on the regulatory context and it has a major impact. If the regulation level is high, it can stifle the growth of the business and lower level can help the business to make a large amount of profit. For example, employment law can increase the cost of the business-like minimum wage, holiday, and sick pay and so on. On the other hand, it can reduce recruitment cost also. In the UK, McDonald’s uses zero hour policy which has an impact on the recruitment department.
[bookmark: _Toc535202666]SWOT analysis
A SWOT analysis helps to find out the strengths, weakness, opportunities, and threats of any problem that automatically evaluates all the internal issues and helps to make the best decision. here is the SWOT analysis of McDonald’s:
Strength: McDonald’s has a large number of stores and that is helping them to beat other competitors. They have a strong research team that is important for making necessary developments. New techniques and ideas are helpful to make the most appropriate structure for any store. (Sternberg, 2003).
[bookmark: _GoBack]Weakness: Their major weakness is lacking in the management system in different branches. Its impacting on the store where I am currently working. it makes trouble for the employees to continue work for a long time.
Opportunities: Effective information gathering and planning will help them to develop different strategies. They have a large number of employees and utilizing their ideas will help to make the best decision for resolving any types of issues.
Threats: Current and new competitors are the biggest threats. They are always trying to make effective strategies that can beat McDonald’s. effective employee management system and training facilities are making a good effort to the employees to work accordingly.

[bookmark: _Toc535202667]Decision-making models:
Decision-making models are such technique which used for making the appropriate decision. It assists to capture important information’s and identifies whether the decision is going on the right track or wrong track (McMillan, 2006). Models are important to identify mistakes and helps a person to understand the level of thinking, here are some decision-making model analysis: 
[bookmark: _Toc535202668]Force Field Analysis 
Force field analysis is an important part in the organization because it is kind of a technique which helps to analyze all the forces and indicates which are in the favor or against the organization (Swanson and Creed, 2014). This is a very complex theory, it is a specialized technique to measure inside out of an organization. 
If McDonald’s ability to use this method properly, they will be able to figure out factors related to the problems which will help them to minimize errors to make the right decisions. This analysis helps to identify those negative impacts and later helps the company to overcome those impacts to improve their business. For this analysis, there needs to follow a few steps. First, there need to decide what changes are required. Force Field Model Analysis of McDonald’s-
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Step 1: Changing management department can have a direct impact to minimize restraining force. If we bring some experienced managers from day shift to night shift and salaried managers assist them as well, we will see an immediate improvement. Then unethical managers running the shift -3 decreases to 0. On the other, this change also supports +3 to poor management. Poor management -4 reduces to -1. This change will all help to reduce crew member’s complaints.
Step 2: If there made increase premium rates for the overnight staffs, it will also support change. This will help to attract new staffs. This will reduce new staff leaving -2 to 0. 
Step 3: If there increase the wages it will also attract experienced staffs to work in the night shift. It will benefit +1 to a shortage of trained staffs. 
Before our score was 8:12, but after making changes now our score 7:3. With a proper plan, the current problem at my workplace can be solved.
[bookmark: _Toc535202669]Lewin's Change Management Model
Changes are common practices and it can make a good impression at the workplace in terms of the size, industry level and many other factors. Lewin's Change Management Model is mainly designed to understand three stages of changes that take place by structural design (Pritchards, 2008). Here is the Lewin's Change Management Model analysis for the current problem at my workplace:
Unfreeze: This is the first stage where it involves the preparing of accepting the changes where its necessary. That involves breaking down of the existing status before another one. To resolve the problem, my manager can make changes in the operations management. There needs to be made some necessary changes in different segments of structure, values, working time schedule in the preparation of unfreezing the activities that are used to do on regular basis.
Change: After unfreezing, there needs to be made all the necessary changes that are taking place and participate in a proactive change. Management structure, time schedule, changes in the strategical decisions and many other things need to be redistributed. Proper staff supporting system for night task will help to work accordingly.
Refreeze: This is the last stage where changes are taking place as per the planned ideas and ready to refreeze of all the planning that’s been made. All the necessary activities and internalize changes that have been made as per the plan will be fulfilled so that staffs are able to work and the problem they are facing will be removed.
[bookmark: _Toc535202670]Making the best possible solution 
Solution 1: Need to train staffs properly.
Solution 2: Need to change the management team.
Solution 3: Need to increase wages for the overnight staffs. 
Finding the best solution is very hard to do. Some solution can also have a negative impact.  The best decision means the decision we take for everyone’s interest.  In our problem managers is the biggest restraining force. If we replace our management team it will support the change (Worldview Stanford, 2018). 
[bookmark: _Toc535202671]Plan development and implementation 
[bookmark: _Hlk535201408]Business plan development and implementation, these two factors are the responsibility of all staffs in the organization. Because rush implementation and rush plan development can lead the organization to financial costs and also wasted hours. Before implementing the plan, it is necessary to make a plan properly and for this manager must make a communication to clear goals and their expectations and then they have to supply their resources to each staff so that they can implement those plans and achieve its goals. 
Goals and objective: Goal is making our customers satisfied. We need to improve our service time and keep our staff motivated to provide the best possible service. We need to train staffs right way to have maximum skillful staff on the shift.
Information gathering: Need to gather all information’s related to the best solution. Proper information must be gathered from the actual source. Different types of information also been gathered and it can be reviewed accordingly to resolve the issue. After choosing the best solution, plan development should be made efficiently and finally, it must implement by following the plan development process. Decision making effectively is important for the manager because it is related to planning, organizing, directing and also controlling functions. 
Identify what’s important: For example, in McDonald’s night shift crew members should get better work facility, need to change the managerial department, rescheduling skillful managers from day shift to night shift, staff members need to be trained properly, premium rate should be more than what is getting, staffs should get more flexibility. Those are the important things that should be enlisted while developing the plan.
Define what must achieve: Management department must be replaced; service time should be improved, and we need to find a way to have skillful workers on the shift. Those things must be achieved by the organization. And if these things are achieved in time problem will be reduced gradually. This decision will help McDonald’s to gain their objectives and goal in an efficient way. 
Action Plan setting: 
	Activity
	Expected dates of completion
	Success indicator

	Replace existing managers
	15/9/18
	Staffs feedback

	Increase overnight wage rates
	31/12/18
	Adequate staffs on the shifts

	Training Existing Staffs
	5/3/19
	On completion of SOCs and training books.



Review Analysis: Finally, they need to review the whole plan whether this plan is working properly or not. Need to check whether any correction is needed or not. 

By following these steps will help to implement the plan properly. If we want to implement this plan, it is necessary to implement the plan by following some steps and strategies. In our night shift, we need to change our management team as soon as possible.
Sincerely yours
Sandra
[bookmark: _Toc535202672]Monitoring and review technique 
Monitor plays an important role in identifying management strategy and development feasibility. Appropriate monitoring and proper review build strength understanding. Short term monitoring and review technique provide small information’s and long-term monitoring provides data sufficiently so that trends can be determined and also develop predictive models. 
Importance:
· Improve employee’s skill
· Enhance organize performance
· Works as a motivational factor
· Allow employees to adopt practices 
· Reveals mistakes 
· Offer paths for employees to learn new things
· Develop institutional memory
· Can identify negative sectors and helps to improve those sectors
Appropriate monitoring and review technique have been discussed briefly in below: 
Performance indicator: Since last year MacDonald’s stopped doing Performance indicator. It gives staffs added pressure to concentrate. This technique can be used by the McDonald’s to evaluate their staff behaviors towards their consumers so that they can examine their consumer behavior in real life situations and it will help to evaluate the environment in various conditions. This technique is used to evaluate the service quality which is provided by stores (Stewart, 2003). Performance indicator mainly performs those tasks which are pre-determined. For example, checking food or service quality, enquire about service, offering system, filing a complaint and so on. Throughout this process, those mystery shoppers monitor each employee’s behavior and their sales environment. 

Feedback: Important to give the right opinion. Feedback needs to be based on data. Because it will help to open a constructive conversation. Effective feedback has a greater advantage for the wider organization like McDonald’s because they will be able to in which sector correction is needed. For example, in McDonald’s customer feedback is important because it will help them to understand their consumer’s expectation of the products, new services and also new policies.
Continued feedback will also assist McDonald’s to learn staffs in different ways by providing different training methods, create strategies, develop service and also products. Feedback can motivate the crew members of the McDonald’s and this motivation can increase the performance level of their staffs. Furthermore, it can be stated that feedback from various suppliers, merchants and also stakeholders can be used for motivating the organization to build a better working relationship (Nedelkoska, 2015). 



[bookmark: _Toc535202673]Conclusion 
So finally, it can be concluded that an organization like McDonald’s is facing some problems in night shift in management sectors and staff management due to schedule issues. For this, different types of action plan have been made and a proper decision according to this problem so that they can overcome this issue. Effective management department needs to be set up by the organization because staffs are not getting a proper working environment in McDonald’s. Proper investigation and analysis will help to identify those problems more precisely. There need to propose different alternative solutions according to the problem and then need to choose the best solution. Right decision making always helps the organization to achieve their desired goals and objective. So, problems need to be identified accurately so that they can overcome by making the best decision. Thus, as a staff, I can continue working for McDonald’s.
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