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Introduction
When we talk about problems in the workplace, sometimes they are very complex to deal with, including many factors to put on the table before making a decision. Through this report I will describe a problem that I faced in my workplace and how I found a solution, including an evaluation and analysis of possible solutions. Furthermore I would discuss the topic favouritism, advantages and disadvantages, how to overcome and my experience of favouritism at workplace. What I have been learning about problem solving, how to making the right decisions to resolve the problem. 


Problem in the workplace  
“The customer is always right” is that the sentence any organisation and co-workers should keep in mind to maintain the business. Provide good customer services, is crucial for any business special when they are loyal customers. There are following tips for good customers, excellent customer services  begins at that initial greeting. In this situations the way you approach it really matter for a positive impression. For example, saying hello with a smile to a customer, who just walked in the door will invite that person in and make them feel comfortable. I remember when I was working for Matalan as a shop floor assistant, a customer  come to into the store and comes in my direction asked me if there is any scarf  available  in the store, the first thing comes to my mind was ”it summer season” as I well know  that  the store in this time only sell clothes for hot weather, sometimes could be available on sale but it hasn’t . I tried to help her and she get mad with me,starting screaming ,saying things like “why are you following me if you still following me , I am going to the police .
I just tried to explain to her when some items aren’t available in the store, we still can purchase them online if they are in stock then click and collect in the store, few minutes later she said I am going to make a complaint about you to your manager. Then she went to the tills, talking with my manager, I was looking to her, few kilometres of distance while she was talking with the manager, after that I went to the tills as well after she left, and I asked to my manager “what she said about me “I wasn’t surprised when he says ,she has a mental problem, don’t worry  about her  keep doing your job ,then I realise that  she has a serious disease called  Alzheimer , and the manager know her well also everyone working in the store knows her but  was new there ,honestly  since I had been working there , never any customer treat me like that .The way she spoke to me touch my heart, and while she was screaming at the same time I was trying to hiding  my feelings to not get the all words personal, as my was passed away a few  days ago  and he was suffering with a little bit similar mental issues . Few minutes later  she came again to apologise, I just kept quite and said that s ok ,and she looked at me,  serious like “you look upset with me” and she says I can see on your face , unfortunately was truth because I am the type of person , sometimes very transparent when I get the things personal . I would say this is one of my weaknesses , however she was feeling guilty  when she came to apologise, certainly again she change her tone of voice  then she was trying to argue with me again , just the way I react like nothing had happen before and reply to her  “forget about that situation , I am complete fine”  and she leave  the store. 
I started a few weeks ago a new job, as a customer services  assistant at Leisure Centre in Harlow . I am working in the trampoline area, if I said that “I really enjoy my job” I am a liar. During my first week , I was thinking about “ do I made the right decision “ as we know  every jobs has the good and bad things , before I resign my previous work contract ,the supervise was trying to persuade me not to leave by saying things like I heard that some people had worked there never staying for to long , when she said this I was worrying in the first time but few days later I made the decision to leave the company and I said to myself I am going to try because everyone is different just because someone doesn’t like the job don’t mean that I would be the same. I previously worked at Matalan as a shop floor assistant nothing related with sells  and sometimes working under pressure, the job main duties was very simple just tidy up the clothes on the shelf , organise all the angers by size and help  customers  with any queries .During the week my schedule sometimes was different because in the store there is different department such as women area , men ,children ,shoes area ,toys, home ,accessories  every single day we had a meeting  before starting work with the team leader or the manager  to stipulate each person are going to do which task  and other people just working in the tills and stock room but when was necessary to help they worked in the shop floor as well  because we were a team and most of the tasks must be completed on time. The job I am doing now  have been a challenge for me despite I catch the things quickly after one , a colleague had started working the same position like me , she said to me I am impressed how did you get the things quickly than me. I cannot said that I am working the same speed as my colleagues but I can see the differences regarding my mind set , when I have to facing some problems or working under pressure in the workplace e.g. one day the computer stop working in the morning ,instead of being stress to performance the task ,I was quite positive, all the time my own inside voice tell myself “ you can do it “ in this day I made all the orders by myself . Sometimes things happen for reason , as I was there already more than one week , obvious the universe was tested me if  I can handle that situation by myself and was the time to put some theory into practice that I have been learning in this module “Problem Solving and Decision Making “ honestly I consider myself not good enough in maths and this situation was complete a challenge for me at least I memorised some supplies is price . In this day I made between 10am to 12:30 pm more than 100 pounds by calculating all orders and when someone comes to help to fix the problem was surprise with my capacity to handle the situation. Overall the technology is powerful during this days in the workplace, I would say you can performance the task fast and both save your time for you and the person you provide the service. 

Workplace Favouritism 
According to Ryan Kahn, a career coach, owner of the “The Hired Group “, start of MTV’s Hired , and author of Hired! The guide of the Recent Grad ,” one of most common reason of favouritism is when people prefer working  with someone they know well (relatives or friends) rather than working with strangers so the favouritism begins when the responsible of the organisation only favourite a relative or friend even he knows well someone else in the organisation deserves more than his relative or friend , that position or promotion and this could be prejudicial for other people in the organisation because they wont lose the job so must be sacrificed. In addition Lynn Taylor, a national workplace expert and author of Tame your Terrible Office Tyrant ; how to manage childish boss behaviour and Thrive in your job, in her point of view favouritism in the workplace is a common as the office water cooler, but a lot more toxic .It is like the old familiar teacher is pet syndrome from grade school ,” she says .” One or more employees are chosen to handle the better, more senior, higher visibility projects, making others who are equally or more qualified feel as if the boss is not playing fair. Favouritism can be fairly benign in some situations, but it can also be much more serious and develop into a hostile environment for others”. 


Advantages and disadvantages of favouritism 
Advantages: “It is healthy for manager to favour and reward an employee , who is always willing to collaborate and offer up real solutions”( Teri Hockett ) ,also this encourage the employee , always trying to present a good work standards. 
Disadvantages: Most of the cases occur , when the manager of the company or organisation ,favour someone even he knows that person is not qualified and the issues starts because the manager didn’t recognise how this could be a problem for the organisation between favouritism and performance recognition , Kahn says .”With my own clients , I have had instances where they are seen peers getting opportunities they were there is no equally in the workplace, special when the manager approach to the employee with no manners because someone else is not his relative or friend and certainly the conflicts starting because the way he treats that person is unprofessional .(Hocket) adds when the employer don’t encourage the employee to show their potential , they aren’t willing to flourish and this can be a big financial issue for the company also may the employer lose great workers then the reputation.
 
How to overcome favouritism, when you are the victim 
1.Firstly you need to ask yourself if you are the victim. Sometimes we pretend to be something or do it and forget the reality. “example  according to Egan, instead of just look of yourself point of view, trying to being critical and ask yourself , what  make this person being favour, analysing the way his performance and present his work . Imagine you are the boss, once you found your fault, it is time to change to do better than the favoured person.  
2. Speak up, be professional when you are going to talk to your boss. Control the tone of your voice , confronting you boss in private and ask him about your performance review if you see he weren’t transparent with you as the way his talking to you sounds like excuses to favourite other  person before take any action against him try to find an advise.
3.keep your reputation, always doing your good work as much you can. Remain professional at all times.
4.Understand other side point of  view, are they relatives or friends? Ask someone in the company, what kind of relationship that favoured person has with your boss? May they know it each other for long time and this could be the reason. 
5. Never argue with the favoured employee,  if you do this in front of other people , even in private they are going to think that you are jealously person . Sometimes this person doesn’t know someone else are affected because your boss behaviour.
6. Stay positive; always keep in your mind you cannot talking about favouritism with your  colleagues while you doing your work .This going to affect your performance and at the end of the day, there is another occasion or place to talking about  some issues in the company.
7. Always keep the conversations going; you have been working hard and your situation is still the same, your boss continues favoured other employee even know you can do the work better than the other person and advice your boss regarding his behaviour otherwise he is going to loose  you .
8. Be patient; may the favoured employee have had persuaded your boss and certainly eve way he going to realise that the person is not the right one, you must be prepared when you boss starting looking around for someone else better than the favourite person .Make sure you are specific and objective about your ideas so you boss can trust you. 
9.Contact the Human Resources. If you see nothing change regarding your boss behaviour .It is time to take any action then ask them other options.


My experience of favouritism at workplace 
I worked at a place where it is obvious that  the supervise, is playing favourites with at least 3 of the co-workers. One of them had started the same time working in the company like me, compared to me my performance was better than her, despite  the  time I spend to do the work the only thing I can say she is quicker than me but  her standards not good enough. Most of the time, the supervise gave me the most difficult task because the way I always tried present my work was with good standards and this was advantageous not just for her but special for the company. During this time the favoured people most of the time , they are finished early , as our job needs to log in and out  and there is specific time to start and finish , as they known well the company rules instead of  log out the time they had finish so they spend the rest of  expected finish time in the staff room talking about personal life , gossip , eating ,smoking things like that rather than doing extra work or help someone else at the end of the day, they know it  the money is the same just why they don’t care. When I finally decided to leave the company because I found something  better  near my house . The supervise when I notice that I am going to leave the company , she was surprise then was trying to persuade me into not leaving  the company by saying things like where you are going to work  now , I have heard from some people had worked there bad things and nobody stay there for to long. A few days later after the notice spread that I am going to leave the company, the manager comes to me as well to have a conversation not persuade me as he knows my values as a employee, and he asked me if I have had any problem , I prefer to said no i just found something better for me then I decided to resign my  contract I was happy because since I started work for them I realise that I deserve better  also I thought there is no point to explain to the manager , the supervise behaviour  because my journey was ended for them as I had stipulated long time ago that I can found others opportunities .

Seven steps to problem solving 
1.Identify the problem root; analysing all facts and what you need to achieve.
2.Explore possible strategies; consider possible options by using brain storming, critical thinking skills in order to find the right solution, make a list the all resources necessary and analysing them before move on to the next step. 
3. Set goals; be specific and objective when you are setting goals to achieve e.g. where, how and when this could be useful to monitor all the possible outcomes .
4.Look at alternatives; think about  different  ways to solve the problem .Advantages and disadvantages, once you have decided what you need to achieve to overcome the problem .Brain storming can be helpful to figure out which resources are more feasible.
5.Select possible solutions; write down all the chosen resources and thinking about if they are relevant then prioritise those one are more manageable and those one that you seen unrealistic still keep it , and ask someone expert for advice. 
6.The right solution; after you chose the solution make a plan , start work on it  as soon possible and  analyse all the factors such as time management , money and above of all you must have solutions for eventual obstacles during the process of the problem solving. 
7.Evaluate the result; make sure you monitor and review frequently your proposed solution.

 Types of decision 
1.Programmed and non programmed decisions; example a lower managers of the company found the solution for the problem, then they evaluating the proposed solution for the problem after that make a decision because is a simple case. But when is non programmed decision includes many obstacles related to the solution. Example
the company had created a new brand but do not know how to present the product , as the product is not unique in the business industry .

2.Routine and strategies decisions; is a part of process to keep run the organisation and most of the time, just required a simple steps not necessary evaluate or analyse can be made easy. 

3.Tactical (Policy) and operational decisions; it includes many factors such as location of plant, volume of production and channels of distribution (tactical)Policies, etc . Decisions are made every single day functioning or operations of  business, this type of decision are usually taken by the middle or lower level managers. Decisions relative extra payments to employees, considerate a policy decision if the extra payment includes all employees that called a operation decision because all the payments must be calculated for every single employee. 

4. Organisational and personal decisions; when the responsible of the organisation made a decision that know anyone else a part of the organisation or the environment is not going to be affected. 
If eventually the decision taken by the responsible of the organisation are based in personal capacity, this may  affecting his personal life also called as personal decision. Example a director had decide to leave the organisation, obviously this going to be an impact for whole organisation. 

5.Major and minor decisions
Major decision; are taken by top management such as change a business place. 
Minor decisions; are taken by office superintendent for things such as equipment and supplies for the company.

6. Individual and group decisions; when the responsible of the organisation just take a decision by him self ,things such as company uniform ,equipment , employees schedule .
Group decision; when the company have a meeting to discuss any issue and the main aim nobody else are not going to be affected by the decision. 



Factors affecting decision making 
. Define objectives 
. Collect information 
. Develop options 
. Evaluate options 
. Implement 
. Monitor consequences 
. Sense effects  



	Bloom’s taxonomy of thinking processes (in ascending order of difficult)
	Typical question instructions 

	Knowledge. If you know a fact , you have it at your disposal and can recall or recognise it . This does not mean you necessarily  understand it at a higher level.
	. Define 
. Describe 
. Identify 

	Comprehension. To comprehend a fact means that you understand what it means .
	. Contrast 
. Discuss 
. Interpret 

	Application. To apply a fact means that you can put it to use.
	. Demonstrate 
. Calculate
. Illustrate

	Analysis. To analyse information means that you are able to break it down into parts and show how these components fit together.
	. Analyse 
. Explain 
. Compare

	synthesis .To synthesise, you need to be able to  extract relevant facts from a body of knowledge and use these to address an issue in a novel way or create something new.
	. Compose 
. Create 
. Integrate

	Evaluation. If you evaluate information, you arrive at a judgement based on its importance relative to the topic being addressed. 
	. Recommend 
. Support 
. Draw a conclusion


[bookmark: _GoBack]Ingredients of good decision making
Table classification of thinking processes by Bloom et al.(1956)








FISHBONE ANALASYS
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Proposed solution 1 
In order to found the right solution I recommend the critical thinking process that emphasizes a rational basis for what we believe and provides standards and procedures for analysing, testing , and evaluate our beliefs (Rudinow & Barry, 1994). When you using critical thinking skills, you will sort and organize facts, data and other information to define a problem and develop effective solutions also allows you to analysing the problem without being emotional and clear understand other  point of view.

Proposed solution 2 
Contact the human resources regarding your boss behaviour, provide all the evidences about your performance. 
According to Harvey Deutschendorf  “ It is the leader’s role to build that trust by being authentic, open and transparent. Members of the organization have to be treated fairly and equitably leaving no room for favouritism or nepotism . Highly skilled and valuable staff will not stand for this and will look for work in organizations where they will be accorded respect and recognition for the skills and efforts they bring.




Conclusion 
In conclusion every workplace has own problem also their employee once realise the issue, they must be address and comes with solutions for that problem or seeking for advice from someone is experienced in the case because each process to found the right solution involves to many factors.
Sometime the decision we make and the problem we face it is not necessary to be critical or creative thinker. Applying rational decision techniques or intuition could be helpful for simple problems we can facing  both personal and professional. Relative a problem in the workplace that you can not handle we must accurate analyse and evaluate possible consequences e.g. employees and the environment before making a decision.
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