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[bookmark: _Toc531160606]Introduction
When a problem arise its need to be solved. To solve the problem we need to take decisions. Decision making and problems are very much related to each other. In order to solve we need to understand the problem and take a decision from many options. Choosing the right option is not easy. In every organization employers and employee everyone faces problem regularly. So they are upgrading their problem solving mechanism regularly. They keep their employees up to date to their common problem. They provide proper training and other problem solving skills to their employees. There are many ways to solve a problem. Every organization has its unique way to solve a problem. They follow some models and mechanism to solve a problem. According to Dr. Carter McNamara a standard problem solving or decision making process has some steps like defining the problem, looking for the potential cause of the problem, select an approach to solve the problem, plan the implementation, monitor the implementation, verify the implementation if its worked or not. (McNamara, 2018) 
As mentioned earlier every organization has its own way to solve a problem. They keep solving the problem and keep upgrading their problem solving mechanism. This helps them to solve a problem more efficiently and prepare them for future problems. This helps an organization to overcome every obstacles and achieve their goals. Moreover, a successful organization always keep their employees trained to solve a problem efficiently. Especially when it’s a restaurant business. In this report, problem solving and decision making process of Byron will be shown.  Byron is a famous fast food chain and very popular in United Kingdom. They have faced many problems to reach this stage. Their problem solving and decision making process will be discussed in this report. 
[bookmark: _Toc531160607]Problem in workplace
A problem is an unwanted situation, an incident which should be dealt with in order to continue the normal operation or achieve a goal. (Rouse, 2018) There are many problems within an organization. In a workplace there are many workers with different personalities and differences. These differences creates many unwanted situations. These situations complicates things and creates obstacles. There are several types of workplace problems, in a recent research the most common workplace problems are managing workload, work life balance, dealing with co-workers, politics in workplace, dealing with line managers, lack of passion, salary issues, and many more. These kind of problems creates complications among employees. Complications like harassments, biasness, communication problem, discrimination, interpersonal conflict creates huge problem and without proper monitoring and management creates these kind of imbalanced workplace. An imbalanced can cause low success rate, inefficiency in workplace, low productivity, even it can cause bad company reputation. So it is very important to take necessary measurements and keep a healthy workplace. (Mejia, 2018) 
A statistics of different kinds of problem in a workplace are shown below:
[image: ]
Exhibit 1 Source: (Mejia, 2018)



[bookmark: _Toc531160608]Ways to recognize, define, investigate and analyze problems

Recognize workplace problems
· Recognize work pressure
· Recognize workplace politics
· Recognize problem with co workers
· Recognize problem with line managers
· Recognize salary issues
· Recognize workplace discrimination
· Recognize interpersonal conflicts
· Recognize harassment in workplace
· Recognize workplace environmental problems
· Recognize problems within company policy
· Recognize problems with workplace facilities. (Mejia, 2018) (Tompkins, 2017) 
Defining problems
Defining a problem in workplace is very important. In order to solve a problem it needs to be identified or recognized. After recognizing the problem it needs to be defined. Without a proper definition of a problem it is impossible to solve it properly. As before defining a problem it needs to be understood. As study shows that most of the employer struggles more in understanding a problem rather than solving it. In numbers 85% of the respondents agreed or strongly agreed that their organizations were bad at problem diagnosis. As they failed to understand the problem properly. Many thinkers like Albert Einstein to Peter Drucker has emphasized on proper diagnostics of a problem. So it is very important to understand a problem and define it clearly. (Wedell-Wedellsborg, 2017)



Investigating a problem
When a problem arises in a workplace it needs to be solved as soon as possible. A manager has to take immediate action to sum up the problem. S/he has to take fast steps to remedy the problems. To solve a problem, after defining it a manager needs to investigate the problem. In order to investigate the problem several steps should be taken. Firstly, s/he needs to decide whether an investigation is necessary to solve the problem. After that, if investigation is necessary s/he needs to take immediate action to start the investigation. Then, s/he needs to choose an experienced or well-trained investigator in order to start the investigation. After selecting the investigator, the investigation should be planned in an organized way. Then after proper planning all the evidence should be collected by conducting interviews from different employees involved in the problem. After gathering all the evidence and information it is now the evaluation stage. After evaluating all the documents and evidence it is time for taking actions. But taking action doesn’t conclude this investigation part, all the data must be stored for future references and incidents. Finally, the manager should take follow ups regularly whether the problem is solved or not. This concludes the investigation part. (Guerin, 2018)
[bookmark: _Toc531160609]Complex problem at Byron Burgers
This problem happened when there was a raid after UK immigrant act 2016. Many illegal immigrant were working in Byron chains. And they were caught by UK police. After getting caught they were removed and there was a shortage of staffs. So this caused problems while serving in rush hours. In order to serve more the employees had to be fast and the food quality degraded. This caused losing customers in many chains. Also the employees were dissatisfied because Byron didn’t hire employees at that moment because of some issues. So in pressure of work the employees also got demotivated. (BBC, 2016)
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To analyze the problem I will use 5W’s. 5W’s is consist of Who, What, When, Where, Why. So, the 5W analysis is discussed further below. 
Who was responsible for the problem?
The responsible parties in this problem was Byron authority, line manager. As, Byron authority removed many workers from many chains. In some branches the line manager had to push the employees in rush hour for more productivity and they had to be rude. So, the food quality degraded and employees got demotivated. 
What caused the problem?
As Byron removed many immigrant workers in some branches. There were shortage of workers. So that the whole pressure was on the remaining workers. The workers couldn’t handle the pressure as line manager was imposing work load on the workers because of shortage of workers. As he had to serve all the customers and serve the customers fast. This caused immense pressure on workers. And that caused all the problems like degraded service, demotivated employees. 
When the problem occurred?
The problem happened daily. Mainly in rush hours like 7 am to 9 am (Breakfast). 12 pm to 3 pm (Lunch) and 6.30 pm to 8.30 pm (Supper). In these timings the workers failed to serve a customer properly due to shortage of workers. 
Where did the problem take place?
It started to happen regularly after sudden removal of many workers. In some of the branches workers were heavily pressurized due to fulfill customers demand. 
Why the problem occurred?
When the removal of workers happened, there was a shortage of workers. Then the remaining workers had to work very hard. The chef and other staff was struggling very hard. Moreover, some employees had to cover both front desk as well as kitchen in order to serve every customers during rush hours. Also in some branches there were new and inexperienced workers joined so because of employee reduction and lack of experience caused the problem. 
Byron Burgers should take necessary steps very fast. If it continues they will lose their reputation and will lose the market share to competitors. (UNIVERSITY OF NEBRASKA–LINCOLN, 2018)

[bookmark: _Toc531160611]SWOT analysis of Byron Burgers
Strengths: 
· Nationwide popularity: Byron burgers are very popular around UK. Though it started in 2007. But because of its quality and yummy burgers it became very popular in few years.
· Strong brand value: Byron burgers started in 2007. But it has become so popular in few years that it became one of the first priority of UK people. It has stand out among burger giants in UK. 
· Strong positioning: Byron burger has a strong positioning in customers mind. Those who wants to wat hamburgers Byron is the name what comes in mind with few other names. It has positioned itself as a proper hamburger shop. 
· Research & Development: Byron regularly keeps it’s R&D go on. They introduces new burgers and other sides regularly and surprises there customers with delicious foods. 
(Theresident.co.uk, 2014) (Chomka, 2010)
Weakness: 
· Branch management: Byron has spread in UK very fast. They have less experience in branch management. So that in many report it shows that they are weak in their branch management. 
· Maintaining quality: As it has become a giant burger shop. Sometimes they are failing to keep the proper quality. Due to lack of experienced workers.
· Bad human resource management: Byron has a bad reputation of their HR system. In many of their branches the employees are dissatisfied with their job. 
(Bacon, 2016) (Barry, 2016)
Opportunity: 
· International franchisee: Byron Burger is very popular around UK. They can start opening new branches around the world. The American and European market is very potential for Byron burger.
· Increasing demand: Now a day’s people are more interested in gourmet food. This increasing demand for gourmet burgers is a great opportunity for Byron.
· Low price meal: Other competitors are charging high for gourmet burgers. Introducing low price meals in different occasion and for students will give Byron a great opportunity.
(Mintel Group Ltd., 2016) 
Threats:
· Huge competitive market: the fast food industry is very competitive in UK. There are many international fast food chain and many popular local chains. All of them are coming up with new foods, variations and offers. So they are a great threat. 
· Rising price of gourmet raw materials: price of raw materials are going higher day by day. As UK is experiencing raw materials price inflation recently. Statistics shows it is going higher constantly. This is a major threat for Byron Burgers. 
· Waiting time: Competitors of Byron burger is working on their waiting time of customers. They are serving products at a reasonable time. The waiting time of Byron is high compare to others. This can lead to a potential threat for Byron Burgers.
(Jackson, 2018) (Henkes, 2015)
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Fishbone is a diagram which is also known as cause and effect diagram or Ishikawa diagram. It is widely used to identify the possible causes for a problem. Dr. Kaoru Ishikawa who is a Japanese quality control expert, first invented this diagram to help employees avoiding wrong solutions. Byron can use this diagram to identify the cause and effect of their problem. If they can use it properly this will help them to come over all the problems efficiently. As they are currently facing employee dissatisfaction and poor service towards customers. They can easily find out what actually causing the problem. 
So, the reasons behind employee dissatisfaction and poor service quality are shown in the fishbone diagram below: 
 
[image: ]
In this diagram there are six sections of causes for the problem low quality service and employee dissatisfaction. 

These sections are discussed briefly below. 
Manpower: Manpower is one of the best part of a restaurant like Byron. Without manpower a restaurant cannot run. But in Byron it seems there is shortage of employees which caused inefficiency at service. Moreover, after sudden employee removal they had to appoint new workers who are inexperienced. This caused a lot of hamper in their service. On the other hand shortage of employees put an immense pressure on existing employees. Which caused dissatisfaction, demotivation of employees.

Equipment: To run a restaurant properly there should be necessary equipment. Equipment plays a vital role in this industry. Byron shops are well equipped but the new recruits are inexperienced so that caused low quality service. 

Management: An organization needs to be well managed to become successful and avoid problems. In every organization a well experienced management is needed. A good management always keeps its institution away from problems and maintains a good relationship with their employees. But Byron’s management is failing to meet the standard. So they are failing to maintain a good relationship with employees. So this is reasoning to bad employee employer relationship and resulting in employee dissatisfaction. 

Work place environment: A good work environment can turn a workplace like home. Employees feels a workplace like home and work with full motivation. Good work environment results in high efficiency and low turnover rate. In Byron as they are removing workers suddenly this also affected existing employees. Which got them demotivation. Moreover, with new peers there are lots of thing changes in work environment.
 
Communication:  Good communication in workplace is very much necessary. It plays a very important role in a company. In every institution communication needs to be transparent and clear. Moreover in a restaurant it is very important. A miscommunication between employees can cause many problems. In Byron there is shortage of employees which caused pressure on existing workers. During rush hours there were a lots of miscommunication which caused bad service. Moreover low communication with higher authorities can be a cause for dissatisfied employees and lower services.
 
Policies: Good policies are one of the key to success. Byron has appointed many illegal immigrant without following gov’t policies. But when the gov’t raided their shops they had to fire all the illegal workers. Which impacted negatively on customers as well as other existing workers. 
Solution: As Byron is facing shortage of employees. They have to take immediate action. Like they have to hire experienced employees with good communication skills for the branches which are in shortage of employees. Moreover, they have to monitor all the mismanagements and take necessary actions.
(Rouse, n.d.) (Tague, 2005)
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Dear Area Manager
 I am an employee of Byron Liverpool one branch. Recently we are facing some problem. And I have identified some of the problem by using some tools. In order to overcome these problems necessary steps should be taken immediately. I have made a plan to solve this. My plan is to overcome these problems are as follows.
Goal and objective: The goal of the plan is to reduce employee dissatisfaction and regain standard service. To reach the goal several steps should be taken. 
Step 1: Gathering all necessary information and evidence: In order to identify the problem and its causes gathering information is very important. So we need to gather proper information from all the branches facing these kind of problem. By taking interviews and using some tools and techniques. This interview will help us to reach the root of the problem and its cause. Without reaching the root of the problem we cannot identify it properly. 
Step 2: Identifying the problem: After gathering all the information, taking all the interviews it is now time to identifying the problems and its causes. Without identifying problems we cannot define a problem and solve it. In my branch I have identified that after firing some employees from this branch there is shortage of workers and the existing workers are feeling a lot of pressure while serving in rush hours. As they have to serve all the customers whom they served earlier with more force. So, employees degrading their service in order to serve all the customers during rush hours. And customers are getting dissatisfied. And the line manager is not paying any heed to come up with a solution. 

Step 3: Defining the problem: After identifying the problem we must define the problem. We must look into every ins and outs of the problem. As the problem in our branch is shortage of experienced workers. We must hire some expert employees who worked in a burger shop before. They can be hired from our competitors. As inexperienced employees may cause more problems and it will take time to train new employees. 
Step 4: Setting up plan for the problem: After defining the problem and its causes it’s now planning phase. We should plan properly, not only to solve the problem but also reviewing it and overall monitoring. 
Step 5: review and monitoring the solution:  After implementing the plan and after the solution of the problem it is necessary review the results and keep it under continues monitoring. If the problem has really end or not.
By following these steps we can reach to a proper solution and achieve our goals and objective. So, it is must to take immediate action in order to get a stable situation. (Guerin, 2018)

Sincerely yours
Ali miah
Byron Hamburgers
Liverpool street branch
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To achieve a balanced work place and work environment it is important to monitor employee’s performance. Under proper monitoring employees will perform efficiently without any disruption. There will be more productivity and more efficiency in work. Byron should also adapt different performance monitoring mechanism. And they also can give rewards to the top performer. They can monitor employee’s performance by using tools like self-evaluation, line managers’ evaluation, Biometric attendance, CCTV, Key performance indicator, Goals to performance comparison, customer feedback. The mechanisms are discussed below: 
Self-evaluation: In this process every employee will evaluate themselves after a certain period. It can be weekly or monthly or yearly. Monthly evaluation is very popular among different institutions. This also helps employee to measure their own performance. It is a tool to recognize not only employee’s performance but also their honesty and other personality traits. So this evaluation process can be introduced in Byron Hamburgers branches. (Adams, 2018)

Biometric attendance: This is a very good tool to measure employee’s working hours and their efforts. There will be a fingerprint sensor where employee will put there thumb while entering for the duty and in time of leaving. This will help to measure employee’s attendance, total working hours, regular timings. (Sumhr, 2018) 
Line manager’s evaluation: In this mechanism line manager will evaluate every employees under him/her. They will be responsible for remarking them and writing review on them. They will give points and a brief performance review on every employee. And this can be compared to self-evaluation system. (Conard, 2015)

Key performance indicator: this process is all about meeting sales target of every branch. Every branch will be given a target, they are responsible to fulfill the target. This will give every employee a goal and they will be target oriented. For achieving target they can be rewarded which will motivate them to work more and achieve more target. (Klipfolio, n.d.)
Goals to performance monitoring: For every branch there will be a goal. This will be a competition among branches. The top performer will be rewarded. 

Customer feedback: customer feedback is a great key to monitor employee’s performance as well as overall organizational performance. There will be a feedback form on every table where customers will give their opinion regarding food quality, service quality, overall ambience feedback and other factors. This will help central management as well as local management to identify the problems and take quick actions. It is very important to take feedback from customers in a restaurant business like Byron Burgers. This will also help to develop a product, feedback on tastes and introducing new products. (Startquestion.com, 2016)

CCTV: Close circuit cameras can be used not only for security issues but also to monitor employee’s action and activities. Line manager can easily monitor workers activity and it will work as an evidence when a problem occurs. So this is an important tool which Byron can use to monitor and solve problems. 


[bookmark: _Toc531160615]Conclusion
Problem is a part of regular activity. Every organizations faces problems and Byron is not an exception in this matter. A problem can happen for internal or external factors. In this report it is shown that how problem can occur and how it can be identified and defined. It also shows how to plan in order to solve a problem. How to investigate a problem, uses of different mechanism and tools to solve a problem. This report show a problem scenario of Byron Burgers and provided solution for it using some tools. By following these suggestions they can overcome the problem and regularly monitor to look over future problems and prepared for them. 
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