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Introduction
Throughout this assignment, I will pinpoint a problem that has recently occurred during my employment and as well as the decisions and procedures that will be taken to try to rectify the situation. Effective problem solving and decision making are critical skills needed in both professional and personal settings. In the workplace these skills are paramount for navigating challenges to make well informed choices for the success of the workplace project. This assignment I will explore all the strategies such as Grid analysis and cost benefit analysis and different decision-making approaches. I will also investigate who has been affected why, and what attempts can be made to resolve the problem at hand. I will then decide the answer by using a Gnatt chart to layout the stages. I will be using the 5 whys and using the Ishikawa causes and affects diagram (1997). (Paredes, 2024) This assignment aims is to highlight a problem that is happening right now and prove how certain decision-making techniques have maximum effect on problem solving and stomping out the issue to get the business running smoothly again.

The issues we have had in the workplace was of communication. We had a particularly important customer ask us for a certain job done and while the problem arose was that certain communications was not passed down to the floor staff. The impact this had on us as a company reflected badly. This had an impact on staff as well as higher management we were asked to do our normal setup displays that we’ve done many times before, but the client wanted a more personal touch this time as it was his daughter’s birthday we looked at our schedule and seen it was our usual client, but no other instructions was written down. This caused a detrimental effect on our business and a valued client who has used us many times before.  While we managed to scramble a display in the last minute, we need to get to the route of why this mistake happened and I will be using the techniques to try to improve and make sure this do not happen again. A college and I had a few ideas of how we can better communicate and ensure this never happens again. The scope of the problem has a ripple affect and reaches more people than just the business it has a detrimental effect to many people involved. Here I have detailed on who is affected and why.
· Display staff
This causes a huge problem for the girls who do they displays. When a booking is taken and not all information is passed down, we won’t have a clear understanding of what is asked by the client therefore we are going into a booking without the correct set up or colour or character etc.
· Management 
[bookmark: _Toc134094618]This problem affects management as they must deal with customers complaints. This adds stress on all employees ultimately its management who will have to endure the most of this mis communication and looks bad on the company as whole.
· Client 
This problem has an enormous impact on the client as its their day that is potentially ruined. They have asked specifically for a certain theme and if we have not met their needs then it could spoil what special occasion they have planned that day. The impact on the client could go much further with them not recommending us and could reflect badly if they decide to leave reviews it will hinder any future clients we may book as it could seem we are unreliable. This then in turn could have an impact on our suppliers as if we do not get many bookings from this one incident then unfortunately our suppliers will lose us a client as we will not have the need to hire or book so much stock i.e. ballons, large numbers/letters it could be a huge hit on both our business and theirs.
· Suppliers 
As told above the suppliers have a direct hit if the customers no longer chose to book with us as we lose custom so do, they with our custom as we no longer need to hire from them or bulk stock our supplies from them.


Analyse information on the identified problem, to help inform the decision-making process

According to (Ward, 2023) A mind map is a brainstorming technique used or visually organise information into a hierarchy. They feature one main idea as the pivotal point of the diagram with subtopics branching out and connecting to supporting ideas.
Before there could be a disciplinary route, a college and I discussed how we can ensure this will not happen again and what we could offer to help solve the problem to show this I will use a mind map as shown below. This is an affective way to resolve any issues before taking the steps to go further. You will see below how the different techniques I have used i.e. Fishbone, Brainstorming and the 5 whys to gather as much information and propose varied reasons as to why the problem has begun and what can be done so this will not happen in the future. From the information I have gathered, I can now produce different viable solutions to solve the problem.

Check if it’s a good time to communicate the problem with all staff





Have a meeting once all training is provided to ensure improvements
Speak to the manager to see what solutions can be offered

Solutions to the problem




Make sure all staff and management happy for the solutions offered


Ask management to explain each booking/request to ensure the process is followed 
Offer more up to date training on communication and refresher courses
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My colleagues and I together brainstormed solutions to the problem we are facing to ensure this error does not happen again. I will use a flow chart to show the actions we will take to tackle this issue in the stages below.

These will be the stages that we will try to go through while trying to solve the issue.







The 5 why’s.
The five why method is an alternative method that is simple but effective tool used to explore the root cause of a certain problem by asking “why” multiple times. This method can be used during or after a project to understand why it may or may not have worked and or to track its intended outcomes. This technique was developed by Sakichi Toyoda, the Japanese industrialist, inventor, and founder of Toyota it become popular in the 1970s and Toyota still uses this to solve problems today. The 5 whys focus on understanding the issues and focus on what goes wrong to get to the root of the problem. The working environment we need to ask ourselves to know more about what is happening in the process according to (Roderich, 2021).

Below I will use my chart of the five whys.


Management forgot to elaborate on different design this time.
Who?



All staff management and client family.
What?


On this particular day.

When?


In the diary book.

Where


No communication from management to staff. 

Why?









The Ishikawa diagram is a diagram is also known as a fishbone diagram or a cause-and-effect diagram is a toll used to show and explore the root causes of a specific problem. Developed by (Kaoru Ishikawa) in 1960’s it used in quality control and problem-solving processes. The Ishikawa diagram resembles the shape of a fishbone, with the main problem at the head of the fish and with the branches off as the bones to each major bone represents category of different causses which can be broken down inti more specific causes. Below I will illustrate the root cause and effect of my problem using the Ishikawa diagram






	Not correct stock to	Equipment
People

	Work from	Slower to next job
	Colours/characters 	Client upset no birthday display for his daughter 

		The client 	Family/friends
No stock to make the display		His daughter

Home of client no display ready to make	Client and family
Nothing for staff to do 	Staff upset 
	Stuck on a job		Manager upsetEnvironment
Staff morale

	Distant/ blaming
	cause friction between employees




Propose a range of alternative solutions to the problem

From looking at the techniques shown the most desired outcome is an informal chat and things can be monitored from then on. While display staff still feel unhappy with the outcome that has happened here as they feel if management done their diligence the mistake would not have happened so if management did their job to the best of their ability the mistakes would then stop there instead of down the command chain.

A range of solutions that could be used to rectify the issue or to learn from this.
· Check the diary after every shift to make sure everything is in place for the next morning.
· Do a weekly stock check to ensure you have enough stock even if its not what client asked for so you can at least try something else.
· Confirm ALL details with the client a week before their date booked in i.e. colours/characters 
· Check every staff member knows what they are doing before the date booked in.
· More communication and clarity within staff and management.

Things that can be done to stop mistakes like this happening a few examples are shown below
1. Training – This will provide more understanding of the importance of communicating
2. Informal chat- This is a non-formal chat between manager and staff
3. Formal disciplinary- A formal chat between manager and staff including evidence for the misconduct
4. Less hours – Given them fewer hours or not included on more important displays through lack of trust
5. Exit- Leave the job by ending your employment
6. Do nothing- Leave the situation as it is and see how it plays out
[bookmark: _Toc134094620]

Using a decision-making technique, evaluate a range of solutions to identify the most appropriate option

The decision-making technique I will use to identify my options will be the grid analysis developed by Kurt Lewin (1951) it’s a tool to understand people situations and conditions better. The analysis comprises of driving and restraining forces. Driving forces change and resisting forces the pull back to the current state. (Connelly, 2023) claims that force field is a powerful strategic tool used to understand what is needed for change in both working and personal situations.

Cost Benefit 
Before the cost benefit analysis was needed to be used the beginning stage with the grid analysis worked out that the first action would be to have a conversation with managers and all staff to see how this mistake happened in the first place this would be an informal chat and then seen if improvement was met. If no improvement was done, then costs would need to be considered by offering training in communication techniques or phone handling etc.
Below is where I will show how I used the cost benefit analysis. According to (Beaver, 2023) a cost benefit analysis approach is used to access the advantages (benefit) and disadvantages (cost) associated with a particular decision, project, or policy. The goals are to decide if the benefit outweigh the costs. This means making more informed decision making. 
By using this tool this will aid me in determine if this course of action is financially practical.


	CRITERIA
	WEIGHTING
	SOLUTIONS

	
	
	Communication training
	Communication Protocol
	Invest in new communication tools
	Regular staff meetings

	Effectiveness 
	5
	4 (20)
	5 (25)
	3 (15)
	4 (20)

	Cost
	4
	3 (12)
	4 (16)
	2 (8)
	5 (20)

	Ease of implementation
	3
	3 (9)

	4 (12)
	2 (6)
	4 (12)

	Impact on staff morale 
	4
	5 (20)
	4 (16)
	3 (12)
	5 (20)

	Long term sustainability
	3
	4 (12)
	5 (15)
	4 (12)
	3 (9)

	Support from management
	2
	4 (8)
	5 (10)
	3 (6)
	4 (8)

	
	
	
	
	
	

	
	
	
	
	
	

	TOTALS
	 
	81
	94
	59
	89




Based on my grid analysis the best outcome of the analysis is the communication protocol and regular staff meetings these are the best and most effective solution to combat any issues faced in the workplace. This has a strong effectiveness on staff morale with the support from management and clear communication from leadership roles.
 (Clegg & Birch, 2007)  collection of tried and tested techniques to encourage individuals and groups to make the most of their creativity.

	Task
	Year
	
	
	
	
	
	
	
	
	
	
	
	

	Costs:
	1
	2
	3
	4
	5
	 
	totals
	
	
	
	
	
	
	
	
	
	

	Emails 
	£2,500 
	£2,100
	£1,000
	£800
	£400
	
	£6,800
	
	
	
	
	
	
	
	
	
	

	Instant messages
	£2,000 
	£1,500
	£1,300
	£1,000
	£600
	
	£6,400
	
	
	
	
	
	
	
	
	
	

	Staff training
	£3,000
	£0
	£200
	£0
	£200
	
	£3,400
	
	
	
	
	
	
	
	
	
	

	On going costs
	£4,000
	£4,000
	£4,000
	£4,000
	£4,000
	
	£20,000
	
	
	



	
	
	
	
	
	
	
	

	Equipment purchases 
	£8,000
	£0
	£0
	£0
	£0
	
	£8,000
	
	
	
	
	
	
	
	
	
	

	 
	 
	 
	 
	 
	 
	
	
	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	Net costs
	£19,500
	£7,600
	£6,500
	£5,800
	£5,200
	 
	£44,600
	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	Benefits:
	 
	 
	 
	 
	 
	 
	 
	
	
	
	
	
	
	
	
	
	

	Staff savings
	£3,000
	£3,400
	£3,900
	£4,200
	£5,000
	
	£19,500
	
	
	
	
	
	
	
	
	
	

	Increased productivity
	£10,000
	£15,000
	£20,000
	£25,000
	£30,000
	
	£100,000
	
	
	
	
	
	
	
	
	
	

	 
	 
	 
	 
	 
	 
	
	
	
	
	
	
	
	
	
	
	
	

	 
	 
	 
	 
	 
	 
	
	
	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	Net savings
	£13,000
	£18,400
	£23,900
	£29,200
	£35,000
	 
	£119,500
	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	NET annual benefit
	£6,500
	£10,800
	£17,400
	£23,400
	£29,800
	
	
	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	Total annual benefit
	£14,980
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	Benefit Cost Ratio
	2.68
	:1
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The detailed plan I will be using to rectify my problem into solution will be a Gantt chart.
A Gantt chart is essential for managing complex projects by providing a clear visual timeline of tasks by helping managers and staff to keep an eye on things and keep things running smoothly. Gantt charts started with a man named Henry Gantt he created this technique in the 1980’s then somewhere between 1910-1915 Henry Gnatt created the first chart to show a projects schedule. This management tool is great for helping the planning and all scheduling for workplace purposes. This chart is a visualisation chart that is defined against graphical representation against time to help manage projects within the office to keep all staff aware on their tasks needed daily/weekly or monthly.
In my Gnatt chart I have put a four-week chart that includes what tasks need to be done on time and by who to. By using this Gnatt chart I believe no further mistakes should be made to the degree that we have talked about in this report. I have designed this chart as a sequential these need to be followed daily for things to work by all staff members and management.
	 
	
	

	TASKS
	 
	1
	2
	3
	4
	5
	6
	1
	8
	9
	10
	11
	12
	13
	14
	15
	16
	17
	18
	19
	20
	21
	22
	23
	24

	Daily diary check
	
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 

	Daily 5 min meetings
	
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 

	Finalise client bookings
	
	 
	
	
	
	
	
	 
	
	
	
	
	
	
	 
	
	
	
	
	
	
	 
	
	
	

	Stock check
	
	 
	
	 
	
	 
	
	 
	
	 
	
	 
	
	 
	
	 
	
	 
	
	 
	
	 
	
	 
	

	Assist with deliveries of stock
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Identifying stake holders
For this part I will be identifying stakeholders in my organisation and analyse all viewpoints. The stakeholders I have identified are
· Employees 
· Employees families
· Suppliers
· Customers
· Creditors
I have found the contributions of each stakeholder 
For the Employees
 The staff are the ones who provide all the services to the client and his family. They to their duty to ensure that the client will receive the display that he has chosen and that we operate professionally, and all requests are met. As discussed beforehand therefore having things ran smoothly ensuring that all standers are met.
For the employee’s family
Employees family do not have any contribution to the workplace problem but are a important part of a supportive environment for when problems do arise. They are also relied on if things do not go to plan to pick up at home if things do not work out handling the childcare etc.
For the suppliers
For suppliers have no direct impact on the workplace problem but may be influenced by the affect of how much stock they have for us to use and if we have put an order in to give them enough time to be able to stock us with our displays that’s been requested.
For the customers 
Customers play a huge part in contributing to the business as without their custom the business would not make any money. They also have influence as their feedback of how we have handled their request for birthday displays etc, they have the degree to rate how you have managed the business and if you ever wanted to expand or have grander displays their reviews will be there to read.
For creditors
Creditors are much the same as suppliers as they do not have any contributions to the business when making certain decisions, they are there to help provide the supplies or even if you needed an investor if needed or wanting to expand the business.


A power interest grid is a matrix used for stakeholders during a project that helps categorise to effectively manage projects. According to (FI4INN, 2024) the power/interest of matrix is a strategic framework used to categorise stakeholders into four factors. Namely their power to influence a level of interest and its outcome.
Below I have inserted a power influence matrix as example.

[image: A diagram of a four-step diagram

Description automatically generated with medium confidence]


Below is my plan for stakeholder to deliver messages to the correct people at the correct time and in the manner in which they are to be received.

	Stakeholder
	Expectations
	Communications
	Time frame
	Stakeholder preferred message

	Manager
	Meeting to discuss the problem
	Email, Phone call and in person meeting
	weekly
	N/a

	Colleges
	Meeting to discuss the problem
	Weekly emails
	Weekly until further notice or progress made
	N/a

	HR team
	Meeting to discus the next steps needed to be taken
	Meetings and weekly phone calls
	Weekly until further notice and progress made
	N/a
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For this part of this assignment, I will go through what I believe to be the best monitoring approach that I have shown throughout the report and the best solutions I have found to rectify the problem. These strategies will need to be reviewed on a weekly basis until the problem in hand is resolved. I used a Gantt chart for this basis as I found this maximises the tool needed to implement planning and schedules. The Gnatt chart estimates the amount of time you will need to complete the job as well as the many different resources you will need, and jobs needed doing in order of task sequence. Gnatt charts are exceptionally affective for measuring progress and then ultimately decide if the job has been completed without any errors. If this process is not followed and things start to go of track you can always go back to the last point in time it was working and start from there. 
A plan of action is another affective way to watch the techniques needed for problems that arise. It is a much simpler way of managing problems, it is a significantly more versatile due to its one-to-one format. It shows how you will go about resolving the issues in its simpler form.
To monitor my problem in the workplace I shall be implementing daily 5-minute meetings to cross check all new clients booked in then going forward I will be ensuring weekly emails, phone calls and staff meetings between staff and managers and anyone else who is subject to the booking. I will be also making sure there is a stock check every 2 weeks to ensure that if such problems arise, we can offer a solution to try to rectify the issue. This will help monitor all future bookings with clients to ensure this problem will never happen again and any such issues can be foreseen by the chart that is there to help all staff delegate their jobs. I will be using progress reports to ensure things run smoothly and make sure that mistakes are learned from, and each staff member knows what to do each day/week/month.
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