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[bookmark: _Toc58406382]1-Introduction. 
“Complex problem-solving takes place for reducing the barrier between a given start state and an intended goal state with the help of cognitive activities and behavior. (Funke, 2012)”
According to (Willmott, 2020) there are five steps that we have to follow to have good problem-solving. First, define the problem, this can be difficult because you should identify why this problem is happening and who is affecting. Second, ideate or generate solutions, is truly important that you make a brainstorm to find different potential solutions, and do not pick just the first one that came to your mind. Third, decision making, you have to choose one of the solutions but you have to think about the impact that this solution can cause on others. Fourth, implement the solution, you have to ask for feedback. Fifth, review the effect of the solutions, spend time checking all the results to be sure if the solutions were the correct ones. 
[bookmark: _Toc58406383]2-Problem Description. 
In a small hotel, the dissatisfaction of the client is increasing more and more because of the bad administration and management of the staff. The main problem that they are facing up is the small amount of permanent employee, in number that is twenty-five percent of the staff is permanent and the seventy-five percent remaining is from an external agency. Do not have a good amount of permanent employee cause many different problems for the company.
The main problem is the dissatisfaction of the client because, they do not have good customer service because the majority of the staff do not know how to work, and they do not know how this hotel is operating, because the staff that the hotel receives from the agency is just for one day, one week or maximum two weeks, and is obviously that in one day anybody is ready to work by themselves, even if that person has a plenty experience, every workplace is different, and it takes time to learn how a workplace is working. 
The bigger complaint of the client is about three main areas, cleaning, missing personal items from the room and the customer service in the restaurant. Many times, the customer speaks with the management team of the hotel to notify that they are missing some cash from their room, a ring, an earring, and many more things. They complain about the room cleaning, a typical customer says, it is not done properly, the bathroom is dirty and the room is disorderly. About the service in the restaurant, the staff does not know about the menu and the allergies and that is dangerous because the health of the people can be affected because of one mistake. And to comply all the problems some of the temporary staff steal items from the company such as, spoons, knives, salt and sugar bowls, those are smalls items but that any way that cost money for the company. 
[bookmark: _Toc58406384]3-Effects of the Problem on People, Work, Productivity. 
Undoubtedly those problems affect directly all permanent employees because, as the hotel does not have enough staff, they have to do overtime almost every week, this causes a lot of dissatisfaction on the employees. Also, they have to deal with all the agency staff, and every single day they have to explain how the hotel operates to a new person, and that can be exhausting. The productivity of the employees is low because the permanent staff is tired of arriving every day and deal with a new problem, and the temporary staff is not committed to the job, because at the end of the day they do not work for this company.  
Clearly, that causes a negative impact on the economics of the company, because they expend a large amount of money paying to an external agency to contract employees for one day or one week, they also, do lose money in the stock because all the items that the temporary employee steal from the company.  
[bookmark: _Toc58406385]4-Generate Solutions 
[bookmark: _Toc58406386]4.1-fishbone analysis 
According to (PEARSON, 2020) the fishbone analysis is a diagram of cause-and-effect. In where the main problem is on the head of the “fish” and the cause of the problem is on the spine. According to (Trout, 2020) first, we have to identify the problem, then create a brainstorming to identify the categories of causes such as machine, material, people, and methods. 
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[bookmark: _Toc58406387]4.2-SWOT Analysis 
 According to (Parsons, 2018) Swot analysis is a tool that helps you to develop your business, where the company can check the strengths, weaknesses, opportunities, and threats.
I have a coherent argument that swot analysis is also, a good problem-solving tool, in where the company can check the four different aspects and do an exhaustive evaluation about any problem, and find the solution thanks to creating a good swot analysis.  

	STRENGTHS 
· Know the customer 
· 
	WEAKNESSES
· Lack of planning 
· Lack of training 
· Wrong size of the team 
· Lack of management skills  

	OPPORTUNITIES 
· Find staff with a good experience 
· Improve customer service 


	THREAT 
· Agency provides inexperience staff
· Dishonest people in the team
· A large number of competitors 
 


 
[bookmark: _Toc58406388]4.3-Seven steps problem-solving 
The seven steps problem-solving is a good problem-solving tool because it helps you to identify the problem and once you know the problem is easier to create a solution, according to all the data that you collected previously (PRICHARD, 2019). As you see the structure of this report is using the seven steps of problem-solving.
According to (Training Express, 2020) the seven steps are the following 
1. Do a definition of the problem
2. Analyze the problem
3. Create a potentials solution 
4. Do an evaluation of all the options selected 
5. Select the best option for solving the problem
6.  Do the implementation of the solution selected 
7. Monitor and review the results 
[bookmark: _Toc58406389]5-Solutions 
After use two problem-solving tools, now the company is able to identify all the problems and generate a solution. There are two possible solutions to these problems.
The first solution is contracting more staff to be permanent in the company, and have a good balance. This can be seventy-five percent of the employee has to be permanent and the twenty-five percent remaining can be temporary, and they will be a call to work just for the high seasons. That will be reduced enormously the dissatisfaction in the client because as the staff is permanent, they will know exactly how the hotel operates, and they will be able to bring excellent customer service. Also, the staff will be happier and more engaged with the job because as the job is permanent, they can be able to grow in the company and that always is a motivation for the people. 
The second solution is cresting and developing a good, fast, and clear training app for all the temporary staff. In this app they can find easily everything about the operation of the hotel, every single person that will work for the hotel, have to arrive one hour early of the time of the shift, to be able to read everything, and have a conversation with the management team to explain any query. With these solutions, they will be able to reduce the dissatisfaction of the client, because all the staff will know what they have to do. 

[bookmark: _Toc58406390]6-Decision Making 
“Decision making is the process of making choices by identifying a decision, gathering information, and assessing alternative resolutions. Using a step-by-step decision-making process can help you make more deliberate, thoughtful decisions by organizing relevant information and defining alternatives”. (DartmouthUniversity, 2016)
To choose the right decision we have to look at first different factors that are involved with this problem such as money if the company is able to spend a determinate amount of money to fix the problem. Also, experience and knowledge. We have to know who will be involved with these solutions, and how this will impact them. After answering all the corresponding questions, the appropriate solutions are the first one. 
Option one is the most viable because with this solution we can reduce the expending cost of the company for contract temporary employees, the company can increase the happiness of the staff because will be enough people to cover all the shift, and will be not necessary to they will do overtime. With this solution also, will increase the satisfaction of the customer because all the staff will know well how the hotel work, and will be able to bring excellent customer service. At the same time that will be truly helpful to increasing the profit of the company, because as the customer will be satisfied, easily they will come back or recommend the hotel to a friend or family. 

[bookmark: _Toc58406391]7-Implementation of the solutions

To implement this solution is important to follow some steps. First, the company has to find a good person for the human resources to that person be responsible of finding the new staff for the hotel, have to be a person we enough experience and knowledge about recruitment staff, that person will be responsible for all the new and old contract, and everything relative with the employees.
Once the company finds the right person for each position need it, they will receive a good training about how the hotel work, and what are the company policies, also how they can grow in the company, that will help to the staff be more engaged in their job. That will be an induction and will be delivered on the two first day of the new employee. After the induction’s days, all the new employees will be work behind one of the older employees for a few days to be sure they learn everything that they need to do well their job. After induction and training, they will be able to work on their own.
The company also have to do a training for all the manager to be sure they have all the necessary skills for the position, such as leadership, flexibility, communication, attention to details, and team working.

[bookmark: _Toc58406392]8-Monitoring Effect of the Solutions 
Once the company has implemented all the new changes they have to wait for a few days or weeks to see how is working, one or more person has to be in charge of reviewing all the results of the change, to be sure that all the change-making is having the impact that the company expects and the company met the desired outcome. 
To be sure all the change is having an impact that the company needs they have to ask for feedback and be ready to receive and make any extra change if is necessary. A good way to receive feedback is creating a survey for all the employees to be sure if they are happy, with all the new system that the company is using. Also, they can prepare a survey for the customer to do an evaluation of the service and be sure that all the customer is happier, and they met one of the goals, that is increases the customer satisfaction.
Also is important that they have a weekly meeting with all the staff to receive personal feedback from them, also to the staff communicate any suggestion to improve the customer service. In those meetings, the manager can create a few questions to the staff related to their specific job to be sure that they are more implicated with the job.

[bookmark: _Toc58406393]9-Conclusion. 
 To conclude this problem-solving report, it is a pleasure say that using al the problem-solving tools and techniques his hotel company was able to see the problem that there were facing up, and with all the new implementation there are now in the right way to be truly successful in the business environment. Now they have enough staff, with sufficient experience, and knowledge about the hotel to deliver excellent customer service and create an exceptional experience for all the customer.   
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