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Introduction 
In this report, I will be discussing about a workplace related complex problem and identifying solutions to solve problems by using different techniques regarding problem solving. My chosen problem is non-compliance of code of conduct at workplace by employees in AirPort Bus Express company located in Stansted Airport. I will be talk about reasons of non-compliance of code of conduct at workplace, find out the proper disadvantages but also advantages of this problem and how to resolve or overcame this non-actual problem. I will be explaining about my own experience where I have met this problem in this company, setting and aspects of problem solving and decision making. Also, in this report I will be expose those seven steps of problem solving followed by theories. Will be examined the most important ingredients of good decision making related to the chosen problem. I will speak theoretically about types of decisions and factors affecting decision making, I will use fishbone analysis to identify cause of problem in my workplace following with two solution for the chosen problem. Will be compared the advantages and disadvantages for those proposed solutions and I will come up with one decision on best solution with explication of non-compliance of code of conduct at work place by employees problem.
I will be using reliable examples and solutions for my findings. Theory, methods and review of implemented solution will be given. Will be explained the implemented plan for those solutions and monitoring the implementation plan.






 Chosen problem
I will be talking about non-compliance of code of conduct by employees at workplace. At some point in our life, will all meet one non-actual problem occurring in different places, such as at the workplace, in classrooms, amongst in our families either friend’s company where existing one, two or more persons who does not respect some of the rules.  Generally, about this problem was written more articles then books. A good employee must to respect conduct at workplace and to follow the rules. When in an organisation or in a company, the code of conduct is followed properly, there will not exist any complaints. In most of the cases, some of the employee thinking that at workplace they can do everything whenever they want by taking the break at any time, using the mobile phones, coming late or either calling for medical problems one hour before the job starts. These are few cases and points that some employee does not care about. 

My experience of non-compliance of code of conduct by
employees at workplace
The writing of this report was motivated by my own experience. I was un employee in a bus company located in Stansted Airport. Many problems been identified at the workplace by manager and administration, but without any results. In the code of conduct is clearly explained each of the rules must to be followed. The principal goal in the company was the target, for achieving the goal, the employees should work efficiently in a team, but because the target was individual, no many of them wanted to work as a team. Sometimes, they hit their target, by stealing from each other the passengers, by lying the passengers about the time of next service, prices and stations. Basically, at this point, the passenger should go three to five hours journey travel then should be by the wrong stations, instead to go straight, with the company that have the right service.  
Passengers who should have another fly from other AirPort, use to travel with this company, in different directions and this end up every time with that the passenger missed the fly because of wrong information. In all this way’s my colleagues use to rich the target but they damage really bad the image of the company, never care about the colleague works with and passengers. Prices was never stable, before the passport control, the prices of tickets was expensive than other our offices in the AirPort, and they use to say ten minutes for the next service, but actually the busses use to run every hour, specially night services, all this roles they implement for them self  but not by code of conduct, just by mode of the employee working there, this was really not fare. After the passenger past that place with the ticket, they realise that everything was a lie. Those actions end up with low customer satisfaction. No one did not bother because in this way they use to make money. Few times, some of my colleagues, received a warning letter for their behaviour, but because the management was totally focused on the profit, they show less interest about the employee’s behaviour. Punctuality plays the second point of problem described by many times arrived late, plenty times away from the post and total disorganised. The situation at this point, in my opinion was critically, because it also affected the image of the company. I discovered in there few aspects of favouritism related by nationality regarding holidays, overtime by hours in busy time and in last point speaking about one special ID for working in security zone of the airport, where become the simple way to reach the target and not to care at all about the passengers and colleagues. 



  What is the code of conduct?
‘’To govern the way that people work and the standards of professional behaviour that all are expected to observe, each organisation need to have rules. Breaking such rules is generally classed as being an act of misconduct which will lead to disciplinary action being taken and usually ultimately breaches of conduct particularly can lead to dismissal. The law requires that the matter is fully and with attention investigated and the accused person is given every opportunity to defend himself at a formal hearing if is suspected of breaking the rules and committing an act of misconduct. 
Further perspectives on the relationship between ethics’’ business and management include (Pettinger, 2010)
· Compliance with the law, as above;
· General approaches and attitudes to staff/colleagues and costumers;
· Attitudes to the communities in which they operate; 
· Business relationship with suppliers and markets; 
· Attention to the quality of working life;
· The nature of working professional and personal relationship;









Disadvantages of code of conduct
If we will ask the managers about advantages and disadvantages of code of conduct, most of them will say that is a good thing. It can ensure that the employees are interacting in a professional manner and the result of work is on standard. It can also make disciplinary process much easy but, existing the negative part too. Codes of conduct can have many disadvantages that suggest, as Institute of Business Ethics confirms that the rules that govern employee behaviour must be an internal component of a company’s culture to be effective. According to CNN Money contributor Eleanor Bloxham, if companies are going to have codes of conduct, they should reconsider any code that cannot be applied equally (Chron.com 16/11/2019) Codes of conduct are often drafted. To ensure that all workers of a company or organisation are treated equally. Also, she notes that such codes can be contradictory and ultimately ineffective when people, including supervisors who cannot enforce the codes and still have a productive workplace abandon them for a “common sense.” By the other side, in a company where the value of honesty is embedded and appreciated can finish in a culture where no one will not consider to take even a pen. ‘’Unethical corporate behaviour characterised by codes of conduct that limit employee’s ability to speak out against the corporation can keep the quite for fear of loss job or legal retribution can be a disadvantage. Further, codes of conduct can be used to set ethical-looking rules that managers are instructed do not to follow so if any misconduct occurs is it the individual employee, not the corporation that will be blamed.’’ Another disadvantage could be lack of stability, that means the company is not stable, where result the directors, managers or owners can revise them to include the company’s current needs and desires at any time. 



Advantages of code of conduct
Every company or organisation works better if it has a well-developed system of laws. The code of conduct must be respected by all employees of each company. Local, state and federal laws help to guide part of company’s ethical policies. The first advantage of a code of conduct it’s following the law. For example, if in an organisation, each employee will do what they want, by coming late, give a wrong information, be away  during the day from the workplace and be irresponsible, that will lead to the creation of a bad imagine of the company or even bankruptcy.  A company who does not have a well-developed code of conduct, can’t success for long time.
One other advantage is better workplace culture. A policy of ethical compliance helps to create a workplace culture where all employees treating each other respect. The workplace becomes a positive environment and the employees are given equal access to advancement opportunities. 

Seven steps of problem solving
To avoid a process when the solution creating another problem, Dr. Shoti Shiba, is proposing a way called Seven Step Problem Solving ( Munna, 2019)
1. Definition
The first step will be to define the problem or to identify the problem. What is the problem? This step consist is recognising the actual existence of a problem which needs to be solved. While it may seem like an obvious and simple step, searching the sources of a problem is every time the most challenging part of the process.
2. Data collection
Think about the different elements of the problem by watching it from different angles and get to the next step calling data collection. Research the problem as fully as possible and explore possible problem-solving strategies. Data collection is answering the question about what is going on?
3. Cause analysis
cause analysis answering the question Why?  Identify alternative for approaches to resolve the problem.

4. Solution planning implementation
Now we are ready for step four, called solution plan implementation. This is a lot of work in one line of reading. This can take some time for planning the solution well and to implement it. Select an approach to resolve the problem.
5. Evaluation of effect

6. Standardisation
Monitor implementation of the plan. It is very important to implement the decision 
7. Evaluation of process 
The last step is to evaluate the process. After a solution has been reached, is very important to evaluate the results and to determine if it is the best solution for the actual problem. Take a decision about how you will quantify the success of your problem-solving strategy. Verify if the problem has been resolved or not.

Decision making process
In a move that recognise the difficulty of pinpointing a precise time and place at which a ‘decision’ is made, a decision is often defined as a product of decision-making processes (Linstead, 2009). Considerate by the academic disciplines of management and managers, decision making is the Central of the organisational activity because there are several reasons why decision making is considered to be so crucial. Seems so obvious and natural to describe management work as decision making, because is hard to conceive of an alternative to it. Seeing causes and effects and, assuming that, all actions have clear and identifiable antecedents and consequences, many writers on decision making have emphasised its rational aspect.
Type of decisions
Decision making is a boarder concept and it is the act of making a choice between two or more options (Munna, 2019)
1. Routine decision 
Routine decisions are made when problems are relatively well defined and common and when established rules, policies and procedures can be used to solve them. Concerned with routine and repetitive decision and has a short-term implication. Maybe complicated but are always one dimensional for what needs more experience and judgement.
2. Adaptive decision
Adaptive decision is made when the problems are alternative solutions are somewhat unusual and only partially understood.
3. Innovative decision
Innovative decision is made when problems are unusual and unclear and creative solutions are necessary.
Factors affecting decision making
Whenever we are involved to make any decision, many factors can affect the process we follow and ultimately the decision we make. The factors affecting decision making are compose from five categories: 
I. Personal factor – age, gender, lifestyle, experience and knowledges, money, energy, self-concept, economic position, occupation and many other factors.
II. Cultural factor – religions, language, tradition, education level, location, degree of acceptance of decision and support and others.
III. Social factor – could be one of the most important, in making your own decision, because it is depend on family, close colleagues, friends and peer groups factors that might change your way of taking a decision. 
IV. Informational factor – the information should be authentic, adequate, reliable and must be available at time, so enough time should be there for analysing the problem. Amount and kind of information is also a factor in making any decision.
V. Psychological factor – based on motivation, perception, learning process and memory process.
[image: ]Those factors are having the same importance as they dictate in a way, the making decision process from our mind, including creative thinking, stress and interpersonal conflict.



Ingredients of a good decision making
Involves making the right choice in order to reach or achieve your goals only a successful decision making.
· Involve the team
For a good decision making in a company, it’s important to involve the team. In this way’s you can develop many ideas and reach a lot of opportunities
· Delegate
Usually, routing decision can be delegated.
· Brainstorm 
This will give you a variety of alternatives or opportunities to take an efficient decision. 
· Be creative
By using the creativity, the problem shows up much simple. A totally efficient and interesting decision can be made to be put into practice.
· Be objective
Never forget to be objective in taking a decision. Objectivity plays one of the most important roles, which helps to take a successful decision.









Fishbone analysis
  The cause and effect diagram, was developed by Prof. Kaoru Ishikawa and graphically illustrates the results of the analysis and is constructed in steps. “It is common for individuals working on improvement efforts to just to conclusion without studying the cases, target on possible cause while ignoring others, and take actions aimed at surface symptoms” (Mazumdar, 2019). 
[image: ]
By identifying the problem, I realised that I have to find the causes that favoured this problem. The mean problem it’s non-compliance of code of conduct at workplace by employees. The major factors I identified: policies; equipment; environment and people/staff. In each of the main categories I brainstorm possible factors contributing to the problem. 
· policies category, I brainstorm the police of non-refund  tickets, this create a possible cause of non-compliance of code of conduct, because the costumer it’s always right, and in employee handbook its clearly indicated that “our business involves the provision of services to customers and some of our employees are employed to perform work on behalf of those customers, sometimes on the customer’s own premises” (Airport Bus Express limited ). Such cases, where the costumers should take the refund of the ticket. Situation like the passengers should buy one another ticket with another company, because in our bus was not enough space, for return to the AirPort, but no one did not give any refund, even if the passengers didn’t use the ticket and many other cases.
·  Equipment, I can say that non-functional system was creating the most annoying problem. The systems for selling, depends on internet network, and usually on WIFI, but sometimes, nan of them did not work, and the printers has the same problem for printing the ticket, in these cases, the administration offers paper tickets, but not to everyone. Instead to use the paper tickets when the system has problem like that, they use to sell those tickets when the services was fully booked, because, in this way, they use to make more money, and there was not indicated in the ticket the ID number of the seller. 
One another factor, it’s wrong timetable when the normal timetable was finishing, the stuff used the wrong timetable and the information from that. The sellers use to sell open return tickets without reservation, but they were not entitled to do so, because of limited space on the bus. However, who cares? 
· Environment category, I brainstorm next factor: bad design. The company’s design was confusing passengers. Cheapest ticket to London from £7 (3*2). The groups should get a group ticket discount, which means seven pounds each person, but the sellers did not care about that. Usually, one-way cost ten ponds. 
· In the last category, I placed the people/staff that working in this company and the causes and causes of the problem. Wrong information - about departures times. Basically, there was not enough services, specially, in the night. Sellers mistake consist, from deceiving passengers that the service we have is express and running often, when actually the services use to run every hour. Wrong information about stops and destination also is a factor of non-compliance of code of conduct. Favouritism – regarding overtimes and holidays. Irresponsible supervisors – few supervisors had their favourites workers, specially from the same country, that’s how affected the relations between colleagues. Such cases like the bus is not on the gate or is late and the supervisor is not there to answer on questions from passengers, cases like when the bus was full and shows up passengers with online tickets, and the supervisor is missing to respond on complaints. Lack of training, explaining the cause of non-compliance of code of conduct also, because from first day of training, they told me, I have to fight with my colleagues for this target. The final point is that the sellers should reach the target, notwithstanding the fact that they had to deceive the passengers about the price, destination, departure or return time. 

Proposed Solution 1
I am coming up with two solutions. First thing I want to propose refers to target. The target should be divided per group. A group target will create more facilities in the company. 
Proposed Solution 2
Second solution might include the creation of a mechanism, that will be able to check all process. This idea can be realised by endowment of a person, able for controlling the process of compliance with the code of conduct or purchasing of CCTV system. In each ticket office located AirPort, CCTV have to be in operation.
Evaluation of the proposed solutions 
According to Williams, S. Important decision can shape our lives, and our decision quality is improved if we critically analyse the problem facing us by considering new and different options, weighing the evidence objectively, looking at problem from a different angle that gives you different insight, developing novel solutions that effectively solve our dilemmas, and accurately forecasting the probable impact our decision(Maund, 2017). I see, the first solution much more real to be implemented then second. By using the PMI diagram, will explain more easily my choose. 

PMI – Weighing the Pros and Cons of a Decision
	Plus (+)
	Minus (-)
	Interesting 

	Will stop disagreements between colleagues (+5)
	A group target might put someone to work for two, just to reach the target (-4)
	The sellers might become friends too. (+6)

	The company will regain its good image both, at the airport and online (+5)
	In case of health problem, one of the seller is missing, then for the other seller it’s impossible to reach the target (-4)
	The staff, feeling no under pressure, might do their job with love and confidence (+5)

	The wages will be standard (+2)
	
	

	Everyone will come at work with pleasure and not with stress (+6)
	
	

	+18
	-8
	+11


I scores the table as 18(Plus), 8(Minus), 11(Interesting)
For me, making the target per group, is much more efficient decision then implementing a CCTV operation as the company does not have enough budget for purchasing something. 


Implementation plan for the proposed solution 
The process of an implementation plan is not quick or easy, but the steps involved in writing that plan are straightforward (Mazumdar, 23 December, 2019). 
In practice, I will implement the plan like in following. My decision, for solving the problem of non-compliance of code of conduct is to propose a group target. Tools for success for implementation plan, playing a very good role in this situation. Per example, Gantt Chart and PERT. I will use a PERT (Program Evaluation and Review Technique) diagram to explain my implementation plan.
PERT - (Program Evaluation and Review Technique)

	Action
	Responsible 
	Priority
	Status
	Start date
	End date
	Notes

	Action#1:
Share the idea with the colleagues
	Me 
	· 
	Group target
	16:05:2020
	23:05:2019
	The idea was acceptable.

	Action#2:
Chose the strong team leader
	Me 
Supervisor 
	· 
	Group target
	24:05:2019
	27:05:2019
	Three days of negotiations in favour of this idea 

	Action#3:
Take a part in a discussion in the meeting for explaining the advantages and disadvantages of this decision
	Me 
Supervisor 
Management 
Colleagues 
Director

	Director
	Group target
	28:05:2020
	28:05:2020
	By giving arguments pro and contra, I will explain the benefits of this idea
The idea is approved 

	Action#4:
Setting up a new type of target, a group target 
	Management

	
	Group target
	29:05:2020
	30:05:2020
	New group target have not to affect considerable the profit, also, to motivate the sellers to work efficiently 

	Action#5:
Implement the idea in one office, where the sellers did not compliance code of conduct
	Me 
Supervisor
Two workers 

	People 
Tourists  
	Group target
	01:06:2020
	08:06:2020
	One week probation 
Each day two different sellers 


	Action#6:
Monitoring the process and the profit in the company.
	Me 
Supervisors Colleagues 
Management 
	· 
	Group target
	01:06:2020
	08:06:2020
	The monitoring process is active and the profit is not affected.


 

Monitor and review of implementation plan 
 This plan was monitored by supervisors and administration. A week since this plan was successful implemented, and in the company, he created a pleasant and efficient working atmosphere. According to Helmi H., “Formal, target-setting, monitoring, evaluation and feedback systems that provide managers with information about whether the organisation’s strategy and structure are working efficiently and effectively”. The formal and documentary system for establishing the group target, were verified and monitored. It was evaluated, in detail, the behaviour of the sellers with the passengers as well as with the work colleagues. 







Conclusion 
In conclusion, I will say that, that I lived an adventure writing his assessment. Each compartment described, made me totally focus on the problem. I have learned to solve a problem and make a decision. Now I know how to solve the problem of non-compliance of code of conduct from a bus company, located in Stansted Airport. 
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