Problem Solving and Decision Making






Lecturer: Faizu Edu
Module Code: BMSW4004






Student Name: Victoria Mihai
Student ID: 2123280

















Contents
INTRODUCTION .................................................................................................................................. 3
The workplace Problem................................................................................................................ 3
ANALYSING INFORMATION............................................................................................................. 4
ROOT CAUSE ANALYSIS (RCA) ................................................................................................ 4
APPLYING SITUATIONAL ANALYSIS MODELS.....................................................................4
RANGE OF ALTERNATIVE SOLUTIONS ....................................................................................... 5
EVALUATION OF ALTERNATIVE SOLUTIONS.......................................................................................... 6
IMPLEMENTING THE SOLUTION.................................................................................................... 6
Communication plan with stakeholders............................................................................................ 7
MONITORING AND REVIEW TECHNIQUES.................................................................................8
CONCLUSION ...................................................................................................................................... 8 REFERENCES ..................................................................................................................................... 9 APPENDIX ............................................................................................................................................ 10





Introduction

One cannot exaggerate how crucial problem-solving abilities are in the workplace. Every industry and position has its issues. Every single one of your employees, from entry-level hires to senior staff members, will encounter problems that can't be solved with a quick Google search. 

The essential talents are those of listening, analytical thought, creative thought, communication, decision-making, and teamwork.
Finding people that are cognitively capable of handling anything their professions throw at them requires problem-solving skills. 

When issues unavoidably develop, problem solvers are able to observe, assess the situation, and take swift action. They are also unafraid of the unknowable, which is crucial to companies that depend on their staff to see issues and find solutions.

Thinking outside the box is a skill that should be applied more frequently in the workplace than has previously been thought of.


For approximately 6 to 12 months, I worked as a waiter in a steakhouse. Steaks, burgers, fries, and other sorts are the restaurant's specialty. Waffles and smoothies were added to the menu as a way for the restaurant to guarantee that every customer is completely happy. Customer service and happiness are the company's main priorities. The drinks (mojitos) and customer order taking were my responsibilities. I worked 12-hour shifts with only Mondays off, so I was making a respectable wage.


The Workplace Problems


1. Unattended youngsters cause problems for me because they trip over items and occasionally bump into us waitresses, severely burning themselves because everything we serve is hot.
2. The late shifts had a significant impact on my sleep routine because I would arrive home later than normal, which frequently left me exhausted from lack of sleep and occasionally caused me to make mistakes in my orders because of headaches.
3. Since everyone has a different style of cooking, the restaurant where I work would change the menu whenever a new chef joined the team. This was problematic for the customers because it would cause confusion about what was being served, and we would lose business, which would be problematic for the owner because he would lose money.
4.  Nowadays, customers want to split the bill, which is annoying since I have to figure out the payments to charge them the correct amount. When there is a group of no more than 4, it's not as unpleasant, but when there are parties involved, it becomes problematic because we are unsure of who ordered what. 
5. When a group of diners at a table declares that they are prepared to place their order, but they then immediately begin talking about the appetisers they want to share while entirely oblivious to you and the fact that there are other tables there. I could be doing any number of other things right now, but I'm just standing there, watching for them to decide whether they want the garlic bread or the calamari. 
6. This is a demanding work due to the expectations of the clients, being on your feet the entire shift, and the low base salary. Although an experienced waiter knows how to handle frustration brought on by the behaviour of clients and the physical issues they encounter at their workplace. 
7. I attempt to accomplish too much at once because I want every customer to be satisfied, feel at ease, and be well-cared-for. But in order to avoid becoming overburdened, I do need to learn how to prioritise and slow down.





Analysing Information
Root cause analysis (RCA)


To examine the complex problem's potential sources To identify the primary factors contributing to the complex issue, I'll utilise a fishbone diagram. 
The fishbone diagram, sometimes referred to as the Ishikawa diagram, is a cause-and-effect diagram that helps managers pinpoint the root causes of issues, variations, flaws, or failures.
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Applying Situational Analysis Models
SWOT Analysis


A SWOT analysis will be used to help me assess my workplace’s position before developing a number of solutions to the complex problem. It will help me determine the Strengths, Weaknesses, Opportunities, and Threats that exist within my organisation. Strengths, weaknesses, opportunities, and threats are all factors that can be examined using the SWOT method. This paradigm can be applied to specific departments and projects to assess profitability, but many experts use it to assess whether an entire organisation’s existing operations are long-term sustainable. Increase. Internal elements, such as intellectual property, locations, and personnel, that have an impact on the business are listed in the Strengths and Weaknesses section. Threats and opportunities are based on outside variables like the price of raw materials and customer purchasing patterns.
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Range of Alternative Solutions


Solution 1: The simplest method to address this issue is to ensure that everything is provided at the table and that no one other than the waiters needs to be wandering around the restaurant with children if they aren’t being watched.

Solution 2: Sleep is a crucial component of this type of job since it gives us the energy we need to go through the day and to avoid anything that can inhibit our bodies from giving their full potential.

Solution 3: Customer service may be improved by splitting the bill automatically. A website for online payments that forces customers to pay through company websites would be one method to stop this from taking up time that could be spent more productively.


Evaluation of Alternative Solutions


I am going to assess these proposed alternative solutions after I have determined what appears to be the complex problem at work in order to assist me choose the best one. In order to accomplish this, I will weigh the advantages and disadvantages of each solution in relation to the difficult issue at hand before choosing the best one.


Advantages: 

1. It will go more smoothly if everyone stays seated. With no errors or mishaps, everyone will be able to complete their tasks properly.
2. Since no one like an overcrowded establishment, the restaurant will appear less busy, bringing in additional guests.
3. The restaurant won't appear foolish, but when children are running around, it makes the place appear like a McDonald's.

Disadvantage:

1. Customers could feel mistreated and decide not to return.
2. Children will start crying causing more chaos.
3. People will ultimately stand up because they may need to use the restroom or answer a phone.


Implementing The Solution




I'm going to utilise a Gannt chart to talk about the implementation strategy, where I've specified the tasks with explicit deadlines and deliverables. 
The lack of workers in the business is a difficult issue, therefore I've identified some solutions that will be put into practise, as shown in the Gannt Chart below, which will aid in both the hiring process and keeping employees on board.
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The below information is solutions to the problems listed previously.
1. In order to avoid running out of time, I prefer that customers place their orders over the phone, through a website, or on a screen in the store. This is because taking a client's order takes longer than it should because the consumer is unsure of what food he/she wants, which causes a delay.
2. Using seats will help us avoid having to stand throughout the entire shift, as doing so might cause back pain and tension when we consider our past experiences.
3. This is bad because we risk mixing up our work. To avoid this, we need workers to take over the kitchen, dinner tables, and customer service tasks like a worker greeting customers. This will work better because the building will be in constant communication throughout the shift, making the work more enjoyable and comfortable.
4. From this point forward, I'll ask one of my coworkers to assist me whenever they have some free time so we can make sure the clients are happy and I can relax a little.



Communicating Plan with Stakeholders



Stakeholder communication must adhere to certain guidelines. 
The three main components of a good communication strategy with stakeholders are transparency, communication, and accuracy. One of the best methods to discover your stakeholders' requirements is to learn how to interact with them through stakeholder engagement. As a result, relationships are enhanced, and project goals and objectives are shaped.

A document outlining the subject (what, when, and how) information will be conveyed with stakeholders at crucial junctures is known as a communication plan description. An efficient strategy contains the following:  
• How ought the message to be crafted to get the desired effect? 
•What are the best platforms for disseminating your message? 
•With whom do you need to speak?


Online and virtual presentations, email and newsletters, Report on the Project Summary, Group Video Call These are the top 5 ways to effectively communicate with stakeholders.


Monitoring and Review Techniques

 
Monitoring is a continuous process that involves often gathering and analysing pertinent data to make sure that what is planned is carried out. Although typically continuous, a series of information may occasionally happen.


When you review, you examine the findings of an evaluation and determine whether changes are required. Smaller portions of your job may be reviewed as a result of monitoring information, but a full review cannot take place until your efficacy has been fairly evaluated. can be completed at the conclusion of a lengthy project.

In every industry, this is crucial, especially after introducing new developments.
I advise conducting a survey once the changes are implemented in my company so that staff members can express their thoughts and provide feedback about the changes in an anonymous manner. Monitoring the new hires to determine whether the new improvements will increase their commitment to their jobs and gauge their enthusiasm in continuing to work for our organisation.




Conclusion

Finally, I want to say that I think it's crucial to have problem-solving abilities in both your daily life and your profession. Employers today place a high value on problem-solving abilities since they enable you to be more creative at work and build your leadership and decision-making abilities. Your job goals will be improved by these abilities, which will help you stand out to management. I'll sum up by saying that problem-solving gives us the ability to recognise and take advantage of environmental possibilities and exercise (some degree of) influence over the future. Both as individuals and as organisations, problem solving abilities and the issue-solving process are essential components of daily life.
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Problem Solving & Decision Making

Manager Consultant: Victoria Mihai
Unsatisfied Employee: Carmen Cheta,

Carmen: Hi Victoria, I've been meaning to speak to you for the past week
but | wasn’t sure how to approach you about this matter.

Victoria: Hello Carmen, I'll be pleased to speak and resolve your concerns
but please bare in mind I'm busy today so | hope this will be quick.

Carmen: Yes it will be quick, | just want to address it to you even if you
can’t resolve it today.

Victoria: Well I'm listening...

Carmen: Since I've started a lot of employees take too many breaks
which then has a impact on my breaks as | only get 5 minutes break.

Victoria: I'll immediately check the CCTV footage as | need more than just
your word and resolve this matter as it’s unacceptable, | can’t believe
you've been on 5 minutes breaks since working with us. | wish you
would've spoke to me sooner.

Carmen: | totally understand, thank you so much for your time, but I'm
not finished just yet...

Victoria: Go ahead...

Carmen: Since I've been working here , I've received a very low amount
and I've been working so hard it’s not fair. Most people are on benefits
and they receive the same amount of money and they just sit at home!

Victoria: I'm so sorry that you’ve been feeling this way, | cannot do
anything to resolve this now but I'll happily look forward to increasing
your pay in due timing.

Carmen: Thank you, also one last thing, | require to have a healthy work
life balance therefore could you consider giving me a day off once in a
while without this affecting my payments?

Victoria: | wish | could but honestly | cannot as everyone else will expect
the same thing later on, I'm sorry that | cannot help you out but if you
want you can get to go home 1 hour earlier on Fridays, how does that
sound?

Carmen: That's perfect, thank you for your time.

Victoria: Thank you a
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