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[bookmark: _Toc521692218]Introduction:
In working in an organisation, the employees face many problems and these problems have to be solved by them or by other to continue working. To solve those workplace problems, various problem-solving techniques can be used and the employees use those techniques to solve the workplace problems. This report is about the workplace problems and the way of solving those problems.

[bookmark: _Toc521692219]Selected organisation: 
After completing my certificate in HC skills, I started working on British American Tobacco (BAT) as a Territory Officer (TO). This report is about the problem I identified in the organisation on which I’m working. So, all the problems and their solution will be discussed in this report on the BAT. 
[bookmark: _Toc521692220]Part 1-Skills for tackling the problems successfully
[bookmark: _Toc521692221]AC 1.1- Defining a problem, the stages of a problem, how the problem can affect psychologically on human health. 
Definition of the problem: A problem is a situation which creates difficulties for a human being and causes dissatisfaction among the affected people (Adair, 2018). In another word, a problem can be defined as a gap or difference between the expected state and actual state. For example, BAT is expecting a net profit of 3 billion pounds in 2019. If the net profit is 2 billion pound, then the business will be in a problem as the actual profit is less than the expected profit. 
Stages of a problem: A problem has three stages from the creation of the problem to the end of the problem. The first stage of a problem is the beginning stage or initial stage where a problem starts. In the beginning stage, a problem is simple and it is easy to solve the problem. The second stage of a problem is the growth stage where a problem getting bigger and more complex. In the growth stage, a problem is more complex and harmful in compare to the initial stage. The thirst and final stage of a problem is the maturity stage. In the third stage, a problem becomes very complex and it is difficult to solve the problem as the problem got bigger at that stage (Ansoff, 2014). 
Simple and complex problems: Simple problems are the problem which is very simple and very easy to solve. Organizations regularly face simple problems and the management solve these simple problems. On the other hand, complex problems are the problems which are not predictable and difficult to deal. The complex problems are unpredictable and for this unpredictable features, it is difficult and costly to deal with a complex problem (David and David, 2016). In the context of BAT, a conflict between to employees is a simple problem as the pattern of the problem is predictable. On the other hand, if there is a problem in the production process for which the quality of the products of BAT is affected, then this problem is a complex problem. 
[bookmark: _Toc521692222]AC 1.2- Critical thinking, the key steps of critical thinking and the way critical thinking and innovation can assist at the workplace for tackling the identified problems:
Critical thinking and its steps: Critical thinking is the model of thinking about any subject, topic or problem where the thinking quality of the thinker is improved by analysis, assessment and restructuring of the thinking (Gabel, 2009). A critical thinking is self-controlled and self-directed thinking. In critical thinking, to improve the thinking quality, information about the subject, topic or problem is collected, organised, analysed and then interpreted. 
Critical thinking is a process and this process has six steps which have to be followed to think about a problem, topic or anything critically. The steps of critical thinking are given below: 
Step 1: Knowledge: Before solving a problem, it is necessary to have a detailed knowledge about the problem and for this, the first step of the critical thinking model is to know about the problem in details. If the problem needed to be solved, then the next step should be followed but if there is no proper actually, then the process should stop here. 
Step 2: Comprehension: After collecting information about the problem, the facts and situation related or connected to the problem should be analysed in the second stage of the critical thinking model. 
Step 3: Application: On the third step of the critical thinking models, the necessary resources for solving the problem is understood by preparing a link between the collected information and the available resources (Hellriegel and Slocum, 2011). 
Step 4: Analyze: After establishing a link between information and resources, the problem is analysed to find out the challenges for solving the problem and the fourth step. 
Step 5: Synthesis: After analysing the problem, all the information is considered to decide the way of solving the problem in the synthesis stage. 
Step 6: Take Action: The last step of the critical thinking model is to take action according to the decision made on the previous step to solve the problem for which the critical thinking model was run. 

Figure 1: the Critical thinking process; Source: Kreitner and Kinicki, (2013)
Critical thinking and innovation in problem-solving: Critical thinking and innovation can help in solving organisational problems (Reed and Learning, 2014). For example, the identified problem of the BAT was conflict among the employees and the problem in the production process. The first problem is simple and no critical thinking or innovation is necessary to solve the problem. But the problem in the production process is a complex problem and to solve the problem critical thinking and innovation can help. The reasons of the problems and the way of solving the problem effectively can be to find out by critical thinking process and the solution can be done in an innovative way so that the problem will not raise again in future (Cottrell, 2003). It is easy to solve a problem it is analysed properly by using the critical thinking process and the solution of the problem is long lasting if the problem is solved innovatively. 

[bookmark: _Toc521692223]Part 2- Understanding Organisational analysis & communication skills 
[bookmark: _Toc521692224]AC 2.1- Identifying the key influencing factors to the organisation like political, economic, social and technological (PEST) with a brief explanation of each component:
Every business organizations have some key influencing factors which affect the business activities greatly and the performance of a business depends on these factors partially (Whimbey, Lochhead and Narode, 2013). The factors and their impact on organisational performance can be analysed using the PEST analysis model. The influencing factors of BAT can also be analysed by this model and here is the analysis: 
Political factors: Political factors are the factors like government, political stability, tax policy, the sovereignty of the country etc. which may affect the business activities. These factors can affect the business activities of BAT by affecting the market environment and the market conditions. 
Economic factors: Economic factors like interest rate, inflation, monetary policy, GDP growth rate, unemployment rate etc. can affect BAT. The production, sales and profit of BAT depend on the availability of fund and inflation rate. If the fund has to be collected at a higher cost, then the profit of the business will be reduced(Adair, 2018). 
Social factors: Social factors like literacy rate, religious belief, population growth, the health condition of the people etc. have an impact on the BAT. As the product of BAT is a cigarette and it is harmful to the health of the users, the company is highly affected by social factors. 
Technological factors: The technological factors like use of technology by the competitors, government encouragement about using technology, acceptance of new technology etc. can also affect BAT. If BAT can use new technology in its production and distribution, then it will be able to reduce cost and waste which will increase the profit. 

[bookmark: _Toc521692225]AC 2.2-A letter (brief) to the line managera  about the impacts of (PEST) political, economic, social and technological factors on BAT:
10th August 2018
The Line manager 
British American Tobacco Limited, London
Dear Sir, 
 BAT is one of the leading producers of cigarette in the world and it has been keeping its position for a long time. The business produces high-quality products and supplies these products to the customer. But activities of BAT is sensitive to some factors like political, economic, social and technological factors which can help the business as well as can harm the business also. These factors have a great impact on BAT and the management of the company should consider these impact. For example, if the government increase the tax rate, the business activities of BAT will be affected as it will have to pay more tax and the profit will decrease as a result. If the inflation rate will increase, the real profit of the company will be reduced by the nominal profit will be the same. If the population growth rate will increase, it will be good for BAT as the numbers of customers of the company will be increased. If competitors of BAT use new technology and products in very low cost, then it will be devastating for BAT. So all these factors have a significant impact on the business operations of BAT and for this, these factors should be treated carefully so that they will affect the business positively. 
Sincerely,
Mr X

[bookmark: _Toc521692226]Part 3- Working with others and understanding employees behaviour: 
[bookmark: _Toc521692227]AC 3.1- ‘Employee Behaviour’ and the two main types of employee behaviour. The key influencing techniques of the management of managing the behaviour of employees. 
Employee behaviour: Employees face various situations in the workplace and they respond differently to each of these situations. Employee behaviour is the response of the employees to specific situations or circumstances in their workplace (Hellriegel and Slocum, 2011). For example, a customer comes to the customer care office for filing an objection about a product and the employee takes the objection politely from the customers. This response of the employee is employee behaviour. 
Types of employee behaviour: There are different types of employee behaviour in an organisation. Among these different types of employee behaviour, citizenship behaviour and task perform behaviour are two main types of employee behaviour. The citizenship behaviour is the employee behaviour in which the employees have the plan to work with the organisation for a long time and for this the employee try their best for the improvement of the organisation. They look for the long run and work for making the organisation successful in the long run and do anything for the organisational success. The task performs a behaviour is the employee behaviour in which the employees are aware of their key responsibilities and perform only the key responsibilities properly. Each of the employees has their own goals and they work to achieving their own goal and don’t care about others performance. 
Techniques to influence employee behaviour: The behaviour of the employees in the workplace can be influenced by using different techniques. There are three popular techniques to influence the employee behaviour. They are given below: 
· Positive reinforcement: If rewards are declared for positive employee behaviour, then the employee will be encouraged to behave as per the organisation (Kreitner and Kinicki, 2013). For rewards and other positive reinforcements, the employees will behave for the long-term success of a business. 
· Discipline: If the employees are encouraged to follow discipline in the workplace, then they will be controlled strictly by the desired employee behaviour. This is the negative approach of influence the employee behaviour where positive reinforcement is the positive approach. 
· Extinction: Extinction is the formulating policies which will discourage effective communication among the employee and will help to change the employee behaviour as per the organization's will. This technique is effective when an organisation has gone through a change. 

Figure 2: Techniques of influencing employee behaviour



[bookmark: _Toc521692228]Part 4- Data analysis skills and information communication technology 
[bookmark: _Toc521692229]AC 4.1: Technology in business with advantage and disadvantage of using technology: 
Technology in business: Technology has supported the business by making the business more efficient as a result of using technology. Technology makes the business efficient in production and distribution and as a result, the business can produce and distribute the product at low cost (Whimbey, Lochhead and Narode, 2013). Technology also helps the businesses to attract the customers my marketing activities and by knowing the customer demand and offering products as per their demands. 
Advantage: Technology help the businesses to make the production process of BAT effective by using various techniques. It also enables BAT to analyse the demand of the customers and customize the products as per the customer demand so that they will be more satisfied by using those products. Moreover, BAT use technology in marketing and distribution which make marketing effective and cost saving. 
Disadvantage: The production process and all other vital information are saved in a single space using technology which can be theft by the hackers. Moreover, the use of technology gives customers more scope to switch over another product which may bear the loss for BAT. 


[bookmark: _Toc521692230]Conclusion: 
The business activities of BAT is affected by various factors and these factors may affect the business positively or negatively. The business is also affected by the employee behaviour as the solution of the workplace problems depends on the employee behaviour. The use of technology in BAT helps the employees to solve the workplace problems. 
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