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1.0 Introduction:    
Problem solving and decision making, is an essential aspect of running a business, these enable individuals and teams to identify issues, evaluate any options and implement effective solutions. Problem solving and decision making can be understood as a systematic process where leaders and managers identify problems, analyse their causes, evaluate any possible alternatives, then implement appropriate solutions. Effective problem solving therefore requires not only analytical thinking but also communication and the ability to work collaboratively with others. Kerns (2019) argue that decisive problem solving is an important leadership competency because leaders frequently need to respond to complex situations and make decisions that influence organisational performance.
Effective decision-making requires a balance between experience and careful evaluation of information, intuition can be useful in predictable environments but may also lead to biased judgements (Kahneman & Klein,2009).
This report will investigate the difficulties the salon faces meeting customer demand during busy periods. The owner will be responsible for identifying effective solutions to this problem, as high demand has resulted in the salon being unable to accommodate all customers for appointments. If this issue is not resolved, it could lead to lower customer satisfaction and could have a long-term effect on the sustainability of the salon. Finding an effective solution is important to ensure the continued success and positive reputation of Desire nails and beauty.
This report will explore the complex issue by using a variety of problem solving methods, these include brainstorming, mind mapping, the 5 whys, stakeholder analysis and cost-benefit analysis. Tools such as the fishbone/ishikawa diagram, communication plans and Gantt charts will also be used to assess and evaluate potential solutions. A SWOT analysis will help identify the internal and external factors that could be contributing to the problem. The aim is to develop a practical and cost-effective solution that will allow Desire nails and beauty to manage customer demand effectively and maintain its long-term success.

2.0 Workplace complex problem:
The most complex problem with the salon is finding it difficult to keep up with demand in busier periods as it will be solely run to start. As the nail and beauty industry is growing all the time in popularity, and a lot of customers work, so want similar times, (usually after 4.30pm) this leads to there being limited spaces at these times.
The issue is serious since it jeopardises the reputation of Desire nails and beauty and deters repeat business. The only way to accommodate more clients would be to extend the hours of operation or employ staff, but doing more hours may cause the owner to become burnt out, which would lower the quality of treatments provided and damage the salons reputation. Any issues with Desire nails and beauty could have an impact on stakeholders, such as suppliers, customers, and the landlord. Desire nails and beauty aspire to be known as a welcoming, secure location that consistently provides the best quality services.
Addressing this problem is essential, and not just for maintaining a high standard of service, but for ensuring the long-term and social impact of the business.
2.1 Scope:
The scope of Desire nails and beauty’s complex problem involves operational and service related issues:
· Customer communication is slowed down during busy times, meaning messages have to wait longer for replies, the owner has to call people back when calls are missed.
· Less social media interaction, can take longer to answer people on social media.
· Limits the amount of customers that can book appointments.
· Impacts stock management and preparation that needs to be done.
· Will restrict any future growth, will need to eventually take on staff.
2.2 Impact:
The impact of this complex problem can affect both internal and external stakeholders. These are:
· Increased pressure, there would be a risk of burnout or a reduction in job satisfaction.
· Business reputation, less chance of people recommending the salon if it's difficult to get an appointment.
· Customers will have to wait longer to get an appointment.
· Stakeholders, including customers, suppliers and landlord.
3.0 Analysis:
It's always important to explore any underlying contributing factors and causes to the complex problem. There are six steps to effective problem solving:
· Identify the problem: make sure you define clearly what the problem is and what needs to be solved.
· Specify the cause, reasons and effects: collect all the relevant facts and information about the situation.
· Identify possible solutions: find different ways the problem can be addressed.
· Evaluate the solutions: take into consideration the advantages, disadvantages, risks, and likely outcome of each option.
· Implement and choose the best solution: select the most appropriate option and put it into action.
· Review the outcome: check if the solution worked and identify what can be improved if necessary.
3.1 Brainstorming:
“Brainstorming involves generating a range of ideas to find possible solutions to a specific problem, with ideas being evaluated after they have been generated (Osborn,1953). The brainstorming technique is important as it will encourage creative thinking, it can create multiple solutions and support better decision making. This technique works as it will explore possible solutions for organisations to choose the best outcome. For Desire nails and beauty’s complex problem, the following ideas were thought of:
· Extend opening hours on the busiest days.
· Employ staff to help out on busier days.
· Create express versions of high-demand treatments, where possible.
· Increase prices slightly on any treatments that are consistently in demand.
Brainstorming can be used to generate a range of ideas when identifying ways for a nail and beauty salon to manage increased customer demand (Connelly et al., 1993).

3.2 Mind mapping:
Mind mapping can be useful as it allows ideas to be visually organised and connected, this can make it easier to identify different solutions to a problem. For a nail and beauty salon, mind mapping can help identify ways to manage increased customer demand, such as hiring additional staff, extending opening hours and improving the booking system. Edwards and Cooper (2010), explain that mind mapping can be used as a practical tool for organising and reviewing information. This mind mapping tool is important as it can help organise information clearly, it supports creative thinking and can make problem solving more effective.
The brainstorming technique have been used for the following mind map to organise ideas constructively:                        
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3.3 Root cause:
The root cause of a problem means the main underlying reason why the problem first happened, rather than just the problem you can see. A root cause analysis (RCA) is important as it helps you find the real reason a problem is happening and will help eliminate the problem, save time and resources, it will help improve decision making by using the most effective solution. It also promotes improvements and reduces risks. Below are the ways to find out root causes using various problem solving techniques.
3.4 five why’s:
The way five why’s work is by repeating why five times, this helps to determine the root cause of the problem for Desire nails and beauty’s complex problem, the five why’s would look like this:
Unable to keep up with demand’s during busy periods
· Why is Desire nails and beauty struggling to keep up with demand?
There are more customer bookings than the salon can keep up with.
· Why are there more bookings than the salon can accomodate?
Not enough staff available to keep up with the demand.
· Why are there not enough staff or appointments available?
The salon has limited equipment and staff, treatments may be taking longer than expected.
· Why would appointments be taking longer than expected?
Salon may not have an efficient booking system.
· Why is the booking system not efficient?
Need a more up-to-date system.
The root cause to this has been defined as the salon’s capacity hasn't kept up with the growth in customer demand. The salon needs to adequately plan and adapt its staffing, resources, and the appointment scheduling to keep up with increasing demand. It will also help to update to a new system with faster processing. Sorting these problems will help the business operate more effectively and efficiently during all hours. This problem solving tool will enable Desire nails and beauty to prevent any repeat problems, and will encourage critical thinking and continuous improvement.

3.5 Fishbone/ishikawa:
A fishbone diagram, that sometimes referred to as a cause-and-effect diagram or an ishikawa diagram, this diagram is a useful tool that will help users identify the many possible causes for a problem by sorting ideas into useful categories. The fishbone also known as the ishikawa diagram is a visual problem-solving tool that will identify possible causes of a specific problem (Radware B captcha,2025). This technique encourages structured thinking, supports continuous improvements, and promotes team collaboration.
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The ishikawa diagram shows some points to consider when Desire nails and beauty is trying to find a solution to their complex problem.

4.0 possible solutions:
Following the application of the tools and techniques outlined above, several potential solutions have been identified that could contribute to resolving this complex problem. These solutions are as follows:
· Extend opening hours.
· Employ staff to help out at busier times.
· Increase prices slightly on high-demand treatments.
· Create express versions of high-demand treatments.
4.1 Obstacles and barriers:
Although there are several possible solutions to the complex problem, various factors should also be considered when determining the most suitable option. The table below will highlight some of the key obstacles and barriers that might influence the choice of solution:
	Solutions.
	Obstacles.
	Possible barriers.

	Extend opening hours.
	Potential fatigue and reduced productivity.
	Might not be able to work longer or later hours.

	Employ staff to help at busier times.
	Higher staffing costs- paying employees can increase the salon’s overall expenses.
	Limited budget- salon may not have enough money to afford additional wages.

	Increase prices slightly on high-demand treatments.
	Customer dissatisfaction- customers may not be happy with higher prices, and feel like they are being overcharged.
	Customer affordability- customers might not be able to afford higher prices.

	Create express versions or high-demand treatments.
	Reduced quality- providing a shorter version of a treatment may not provide the same quality or results.
	Customer acceptance- customers may prefer the existing treatment and not want to try the shorter version.



5.0 Evaluate:
Following the decision to hire staff during peak times to improve service quality and efficiency, the next step would be to assess whether this would be financially viable for the business. To do this, grid analysis, cost-benefit analysis,and financial ratio analysis will be used. These financial models will allow Desire nails and beauty to evaluate the costs, benefits, and overall financial impact of the proposed solution, helping the business to determine whether hiring additional staff is the most financially strategic option.
5.1 Grid analysis:
Grid analysis can be used as a decision-making tool to compare different alternatives against a range of criteria, helping businesses identify the most suitable option. (Stevenson,2021). 

	Solution.
	Impact. (1-5)
	Cost.    (1-5)
	Ease of implementation.
	Long term benefit.
	Total.
	Total weight.

	Weight-
	     5
	    4
	             4
	      5
	
	

	Extending opening hours.
	
4 (20)
	
4(16)
	
4(16)
	
4(20)
	
16
	
72

	Employ staff.
	
4(20)

	
3(12)
	
4(16)
	
5(25)
	
16
	
73

	Increase prices.
	
3(15)

	
2(8)
	
3(12)
	
4(20)
	
12
	
55

	Create express versions of treatments.
	
3(15)
	
3(12)
	
3(12)
	
4(20)
	
13
	
59



Based on the grid analysis above, hiring staff has been identified as the most suitable solution for Desire nails and beauty. By weighting out each factor according to its level of importance, the financial analysis has helped to establish which option would benefit the business the most. The next step is to carry out a cost-benefit analysis to evaluate expected costs and benefits and determine whether hiring additional staff would be financially viable.

5.2 cost benefit analysis: 
A cost benefit analysis is a financial decision-making technique that compares the expected cost of an option, along with its expected cost of an option, along with its expected benefits to determine whether the option provides sufficient value to justify its costs (u.s.government accountability office, 2020).
The cost-benefit analysis below illustrates the projected expenditure and expected profits over a five-year period, providing an indication of the financial impact of the proposed solution:
	
	Year 1
	Year 2
	Year 3
	Year 4
	Year 5
	Cost 

	Hiring cost
	£300
	£150
	£150
	£150
	£150
	£900

	Net cost of hiring
	£300
	£150
	£150
	£150
	£150
	£900

	Staff wages
	£5,000
	£5,200
	£5,400
	£5,600
	£5,800
	£27,000

	Staff training
	£500
	£200
	£200
	£200
	£200
	£1,300

	Additional products/equipment
	£300
	£200
	£200
	£200
	£200
	£1,100

	Total costs
	£6,100
	£5,750
	£5,950
	£6,150
	£6,350
	£30,300



	Benifits 
	Year 1
	Year 2
	Year 3
	Year 4
	Year 5
	Total 

	Increased appointments
	£4,000
	£4,500
	£5,000
	£5,500
	£6,000
	£25,000

	Improvement on customer retention
	£500
	£600
	£700
	£800
	£900
	£3,500

	Increased sales
	£2,000
	£2,200
	£2,500
	£2,800
	£3,000
	£12,500

	Improved staff productivity
	£700
	£800
	£900
	£1,000
	£1,100
	£4,500

	Reduced waiting times
	£300
	£400
	£500
	£600
	£700
	£2,500

	Total:
	£7,500
	£8,500
	£9,600
	£10,700
	£11,700
	£48,000



The cost and benefit table shown above shows all vital outgoings and profit for a five-year period, this is to ensure sustainability for the solution.
5.3 Financial ratios:
Benefit-to-cost ratio = Total benefits=£48,000=1.58
                                    Total costs=£30,300
Net annual benefit= Annual benefit-annual cost
            (First year)= £1,400
Annual benefit - annual cost  =£1,400
       £7,500             £6,100
Net annual benefit= total benefits- total costs= £17,700
Total benefits – total costs= £17,700
     £48,000         £30,300
This shows that hiring staff would be beneficial from the start, although there are costs the benefits out way this, the projected benefits exceed the costs across the five years. This results in a total net benefit of £17,700. This means that the investment could improve both the financial performance and the efficiency of the business, while also enhancing customer service.
5.4 SWOT analysis:
Following the extensive use of evaluation techniques and financial models, below a SWOTanalysis has been completed to assess the decision to hire staff, it will highlight the potential strengths, weaknesses, opportunities and threats associated with the proposal, whilst demonstrating its potential to support the profitability, growth and long-term success of the salon.
Strengths:
· Improve customer service.
· More customers can be booked in.
· Reduces waiting times.
· Increase sales and profitability.
Weaknesses:
· Increase wages/cost.
· Managing staff, can take time to do rotas and working out busier times.
· New staff can take time to become fully productive.
Opportunities:
· More customers/bookings.
· Could introduce new treatments.
· Positive customer feedback could generate customer recommendations. 
Threats:
· Could be a decrease in demand, reducing the need for staff.
· Rising wage/costs to operate could reduce profitability.
· Could have difficulty recruiting suitably qualified staff, which can delay implementation.
Overall, this SWOT analysis suggests that hiring staff could provide significant opportunities for growth, improve customer satisfaction and increase revenue. However, the salon would need to carefully manage any additional costs and potential risks to ensure that the solution remains profitable long-term.
SWOT analysis is a strategic planning tool used to evaluate the strengths, weaknesses, opportunities and threats associated with a business, project or proposed decision. (Gural & Tat,2017).
6.0 implementation of plan:
To implement the plan effectively, actions will be prioritised according to their potential impact and cost. A Gantt chart, action plan and communication plan will be used to identify the most suitable course of action and establish when each change should be implemented. This is essential to ensure stakeholders are informed of all upcoming changes that could affect or disrupt the services being provided.
6.1 Gantt chart:
A Gantt chart is a visual project-management tool that uses horizontal bars to show project tasks, their duration, and their position within a project timeline. (Geraldi & Lechter,2012).
The Gantt chart blow presents the proposed solution through a clear visual timeline, enabling progress to be monitored while highlighting tasks according to their priority.
Hire staff
Train staff if needed
Buy equipment
Monitor performance
Staff meeting
Staff well-being check-in
Week 1
Week 2
Week 3
Week 4
Week 5
Week 6

This Gantt chart above provides a clear visual timeline for the recruitment and onboarding of staff over a six-week period. This will help ensure that the project stays on schedule, with each stage of the hiring process planned and monitored effectively.
6.2 Action plan:
The following action plan will outline the specific steps that the salon will take to implement the proposed hiring of staff solution. This will provide a clear timeline, defined responsibilities and measurable outcomes.
	Action
	Task
	Responsible person
	Resources 
	Timeframe 

	Identify staffing needs
	Determine how many staff are needed
	Salon owner (Denise)
	Rota, customer appointment records
	Week 1 28/08/26

	Advertise 
	Advertise job vacancies online
	Salon owner (Denise)
	Job adverts, recruitment websites
	Week 1-3 28/08/26 - 11/09/26

	Review any applications
	Look through cv’s and create a shortlist
	Salon owner (Denise)
	Application forms, cv’s, and short list criteria
	Week 3 11/09/26

	Interview suitable candidates
	Conduct interviews
	Salon owner (Denise)
	Interview questions
	Week 3 11/09/26

	Select staff
	Choose staff most suitable for the role
	Salon owner (Denise)
	Employment contracts
	Week 4 18/09/26

	Training 
	Provide training if needed
	Salon owner (Denise)
	Any salon equipment needed
	Week 4 18/09/26

	Monitor progress
	Review employees progress
	Salon owner (Denise)
	Customer feedback and reviews
	Week 6 02/10/26

	Review any staffing needs
	See if staffing levels are sufficient and adjust if required
	Salon owner (Denise)
	Feedback, check sales records and appointment bookings
	Week 8 16/10/26


 
6.3 communication plan:
A communication plan is a structured framework that identifies what information should be communicated, to whom, method of communication, frequency, in order to support effective stakeholder engagement. (project management institute,2021). Its a step-by-step plan thats used for sharing information to the right people at the right time.
	Stakeholder 
	Information needed
	Method of communication
	frequency
	Whose responsible

	Salon owner
	Expenses, sales, bookings, recruitment progress
	Phone and email, financial reports
	weekly
	Salon owner

	Customers 
	Appointment available, open/close hours, prices, any changes to services
	Social media, phone and sms
	As needed/daily
	Salon owner

	Suppliers 
	Productsthat are needed and quantity, prices
	Supplier websiteif available, email, phone
	As needed
	Salon owner

	Potential employees
	Job description, working hours, qualifications and interview details, pay
	Phone, email
	As needed
	Salon owner

	Local authority
	Licences, business regulations and safety requirements
	Email, phone
	As required
	Salon owner



The communication plan will cover a six-week period, starting before staff are hired and continuing with close monitoring after recruitment. The first few weeks is when the salon owner will focus on recruitment, ensuring the business is ready for staff. When staff are employed, communication will be more frequent to monitor their performance.feedback will be collected through staff meetings, customer reviews and sales reports.amy information thats gathered will help identify any problems, assess employee performance, then make any necessary improvements.
6.4 stakeholder analysis:
A stakeholder analysis is a systematic process of identifying stakeholders and examining their interests and influence in relation to a project, helping organisations understand and manage stakeholder relationships effectively (Elias et al.,2002).
    A stakeholder analysis is essential to identify and prioritise stakeholders based on their level of interest and influence. It will also help determine the most appropriate communication strategy and response to address their specific needs and concerns. 
7.0 monitor and review:
Both quantitive and qualitive techniques will be used to track progress. Weekly sales reports and footfall will be monitored to evaluate performance. Employee and customer input will be gathered to pinpoint advancements and obstacles. Social media reviews will also be used to track customer satisfaction. Any modifications will be made in accordance with the information gathered.
Regularly monitoring and reviewing project progress  is important as it enables managers to identify potential problems, make informed decisions, and take corrective action to improve project performance. (Nzamwita & Sikubwabo,2023).

7.1 Contingency plan:
Having a contingency plan in place is important because it will help the business continue to run smoothly if something unexpected happens. The plan will consist of any back-up methods to ensure services continue to run smoothly. These are as follow:
· Keeping a list of agencies or trained temporary staff.
· Reduce or reschedule appointments.
· Keep customers informed.
· Use part-time or flexible staff.
The most effective back-up would be to have a pool of trained, flexible staff who can be contacted at short notice. Having a back-up plan is crucial to maintain customer service and satisfaction.

7.2 Tracking progress:
Having put a contingency plan in place to manage any staff sickness or unexpected absences, it is also important to monitor the effectiveness of recruiting additional staff. Tracking this progress will help determine whether the solution is achieving the expected improvements and providing adequate support during busy periods. The salon will use several monitoring methods, including weekly progress reports, monthly informal staff meetings and customer feedback through online reviews. These techniques will help assess whether having staff are helping to maintain smooth operations and a high-quality service.
8.0 conclusion:
This report has demonstrated the value of problem-solving by identifying the complex problem, applying effective methods to uncover the root causes, then considering a variety of solutions to overcome the problem. techniques such as the ishikawa diagram and the 5 why’s method were applied to investigate the root cause of the problem. Additionally, tools including cost-benefit analysis, grid analysis and SWOT analysis were used to support informed, evidence-based decision-making. By using these approaches, the solutions created were not merely short-term fixes but effective strategies designed to address the underlying issue and prevent it from recurring.
Completing the cost-benefit and financial ratio analysis has enables a clearer understanding of the business’s future profitability and long-term sustainability. Furthermore, using visual planning tools such as Gantt charts, stakeholder analysis and action plans has helped to establish structured and effective approach for implementing the proposed action.
Effective problem-solving is not simply about resolving immediate issues; it involves identifying the root causes, developing sustainable solutions, and creating strategies that provide lasting benefits and improvements for the business.
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