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                                                                     Introduction
Having a good and exemplary problem solving skills can be a great benefit when it comes to career and business management. Encountering problems is inevitable when it comes to working or doing any task in life. People tend to go through problems but how they come out of it differs, since every individual has a difference in their thinking and decision-making. Problems can arise from either clients or the employees and the management of the business. As a manager, one ought to have the right skills in problem solving and decision-making. Supporting those that have problems whether in unpredictable circumstances or simple situations, the aspect of teamwork can be applied here. This helps the process go faster than expected. According to Erozkan, A., (2013), an important and vital role of a manager is to find solutions when problems occur, or they are to foresee when problems might arise. Success is brought when one is confident with what they decide to do. The success usually comes in when they have had success from previous problems they encounter. Problems dealt with good managers can be easy and done quickly. The time taken in solving problems will determine the success of the company. There are four steps in solving a problem especially in a fast food industry like the Subway restaurant. One customer complained of having a bad service given to them. As a manager, these are the steps to take in solving it.
Defining the Problem
Van Aken, J.E (2018) states that the aspect of defining the problem is very critical in that as a manager, one need to know the specific problem that is causing confusion in the business. 
The problem here is that one customer complained of receiving a bad customer service inside a Subway Restaurant in Gravesend. The customer did not like how the waiters of the restaurant served them. They were slow and the food came in late so the food was cold. The manager has to investigate how it happens. Most of the hired waiters are still new and not well trained. Some are part-time employees in the restaurant and still students at the local university. The solution to this is that the manager has to consult with the HR department and allocate days that will favour the company into training and equipping the entire staff with skills needed especially those are the forefront. These include the waiters, the cashier and the security team. The supervisor needs to be trained too with the entire staff in the restaurant. The accounts department has to set aside finances that will enable the training to start.
 At this stage, it is crucial to know the variety of perspectives involved in knowing the extent of the problem. This problem can cause a bad review of the restaurant since bad news spreads fast like a wild fire. The manager has to quickly solve the root cause of the bad service and assure the other customers a good customer service in the future. Customer is key and they can easily make or break a company with the news being circulated across the business environment. When the manager commits himself fully to the situation, they tend to find better ways of solving the issue. This can even cause some employees their jobs, if it is their attitude that will make a customer give bad reviews about the restaurant. The manager with other superior employees in the restaurant have to sit down and have a meeting to talk about what the problem is and why it is there in the first place. And if it is a continuous situation or it was only a one-time scenario. 
Understanding Complexity
According to Lessard, D., (2014), the manager has the task of knowing whether the problem is simple or complicated. When the complexity of the problem is simple, the process is obvious and they do not need to take the four steps in solving the issue. In this case, the problem is not as simple as it sounds. Here is an external employee of the restaurant complaining about the service. This can cause so much loss for the restaurant like the refunds hence less profit that anticipated. The benefit about having a restaurant at this century is that, problem-solving gurus have come up with many tools that can be used in solving the unpredictable. Many of these tools makes one have a clear vision of what needs to be done and how it needs to be tackled and by whom. This causes a better understanding of what is to be done. Some tools give ones a period, the exact expertise needed for it to have a positive outcome and the resources needed. Such tools include the Pareto Chart, The five Whys, the Fishbone diagram, the scatter diagram and the Failure Mode and Effects Analysis (FMEA). These analysis tools will bring out the effectiveness in problem solving. Employees of the Subway restaurant ought to have these skills at their disposal. Another tool used to assist any organization in problem solving is the cause and Effect Diagram. This helps to generate good solutions only when the manager has a good understanding of the problem.
Problem solving processes
According to Aarikka-Stenroos, L (2012), the four-step process that is mentioned above is a general way one can take in solving the problems. However, when one encounters a comprehensive situation, they can use the simplex, appreciative inquiry and the soft system methodology as steps to take in solving the unpredictable situations faced in the restaurant. The first process is the simplex one that involves eight steps that needs to be taken in problem solving and decision-making. The eight-step process include, problem finding. The manager has to find where the problem is even when it takes time. The second step is the fact-finding, where the manager has to find facts related to the cause. The third step is the problem definition as mention above. The forth step is finding ideas of how to tackle the problem. Then after finding numerous ideas, they can evaluate and analyse them by using the above mention tools of problem solving. Later after evaluation, they can plan on how they can go about the analysis and then choose the preferred idea or direction to take. The last two steps is the selling the idea to the departments within the restaurant and then acting out what was discussed. 
The other second process is the Appreciative inquiry, which entails accurately evaluating the problem, knowing what caused it, evaluate it and link it to the external surroundings. In this case, experts already know the problem is the bad service given to the customer, the evaluation can be that the waiters did not receive adequate training before being hired or they are not being paid or they lack the necessary attitude that employees should have. The expert later links the analysis with the sorroundings in that, it can be because due to the effect of low income because of the COVID-19 global pandemic that has disrupted their normal ways and culture in the working environment. There are certain regualtions set that restrict the employees from working the way they are used to. This includes the wearing of clinically treated gloves and wearing of masks at all times. The last process is the soft systems methodology that consists of the methodology breaking a complex and difficult problem into a simple one, with the aim of making people understand it better. It uses four steps that will uncover what needs to be done and what created the problem and the action to take in finding the solutions. 
Approval for the choice of Problem
The management of Subway Restaurant noticed and received a complaint from one of their customers about the service they received was not the standards of the restaurant. The management later called a meeting with every employee so that they can find the root cause of the problem. They later found out that it is caused by lack of adequate trainings given to employees and the uncertainties caused by the global pandemic. The COVID-19 has caused the employees to wear protective measures that make them uncomfortable since they are not used to working with masks and gloves. Food handling is very crucial especially during this time. The management later consulted with an HR consulting company to come and train their employees on how to handle food and how to welcome and serve their guest. The company’s policies have introduced the aspect of customers being right at all time. The culture of customer centrism has been introduced to the restaurant’s policies and culture. 
Bergman, B (2010) states that the quality of service has to always be on point since it determines the prosperities of the restaurant as a business with the aim of being able to keep up with the competitive advantage. The staffs has to know the restaurant’s expectation, the culture of a customer-first principle has to be introduced to every employee. For the culture to stick, they need to be constantly reminded of what needs to be done. The most important thing is communicating when a problem arises, how it should be solved, and who is to solve or contribute towards problem solving ideas. The aspect of personalizing the customers’ experience in the restaurant should also be the utmost priority of Subway restaurant. Know what the customer wants, and custom make the company’s objectives and goals according to it. The customers are indirectly the employees of the company since they determine the revenue the restaurant gets at the end of the day. The waiting time of the customers should not be more than 3 minutes from when they made their food orders. The waiters have to be alert at all times when the customers are in need of something. 




Conclusion
Problems cannot be avoided; they are inevitable and can occur at any given time, anywhere in life. Businesses needs to have a contingency plan even when they have not gone through any problems in the business. Industries like the hospitality industry have most problems since they offer their services directly to the customers and receive feedbacks immediately they are done. Especially during this time, where we have the global pandemic, they were the most affected industry in the world. This forced them to close up shop and wait for further directives from the governing bodies. Restaurants have to have a department that deals with customer satisfaction and complaints; this enables the decisions to be made faster and efficiently. This strips away the long communication lines that usually happen in large companies, since it will not have to travel from the customer to the direct employee to the top-level management. This will go directly to the persons in charge of solving rising issues in the restaurant. In conclusion, management of the restaurant has to have a problem solving process in place to avoid confusion in the restaurant. The choice of problem was approved since the management found out they were on the wrong and refunded the client their money. The employees involved were later trained on customer satisfaction and customer centrism together with basic skills and knowledge of hospitality and food management.
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