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[bookmark: _Toc59058074][bookmark: _Toc59058245][bookmark: _Toc59084077][bookmark: _Toc59084140][bookmark: _Toc59093578][bookmark: _Toc59219071]Introduction: 
[bookmark: _Toc59046228][bookmark: _Toc59046647][bookmark: _Toc59058075][bookmark: _Toc59058246][bookmark: _Toc59084078][bookmark: _Toc59084141][bookmark: _Toc59093579][bookmark: _Toc59219072]Problem-solving end decision-making are important elements of everyday life. More challenges have to resolve in the workplace. Organisations need to solve the problems very quickly and creatively in effective ways. To achieve this, regarding the complex problems, need to use different problem-solving end decision-making process, models, and techniques. The report aims to discuss the communication conflict in the workplace of The Massage Company a franchise company within the Health Leisure and Wellness of the UK. First of all, it classifies a multifaceted problem and shows the impact of the company. After all, analyse information, uses Pestle Analyses. The report shows throwe different decision-making technique how can-do organisation to choose the appropriate one. Introduce three different brainstorming techniques and shows the Decision Matrix. The report introduces different tools to implement the solutions. Finally, it will show the results in The Massage Company.

[bookmark: _Toc59058076][bookmark: _Toc59058247][bookmark: _Toc59084079][bookmark: _Toc59084142][bookmark: _Toc59093580][bookmark: _Toc59219073]Define a complex problem in the workplace: 
[bookmark: _Toc59046649][bookmark: _Toc59058077][bookmark: _Toc59058248][bookmark: _Toc59084080][bookmark: _Toc59084143][bookmark: _Toc59093581][bookmark: _Toc59219074]Defining the problem is the first and very crucial step for the successful implementation of the solution. There are some strategies to help identify the cause of a problem such as an Interrelationship Diagram, Fishbone Diagram, 5 WHY`s Template, Root Cause Analysis Tree Diagram. In the workplace of The Massage Company, a human service provider in the UK in this case the management used the Root Cause Analysis Tree Diagram. 
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Lawles, K. 2013.
Figure 1: Root Cause Analysis Tree Diagram
[bookmark: _Toc59219076] The most critical cause has to remove to prevent the problem from recurring. (Eby, 2017). The diagram showed that the actual root cause was the communication problem between the management and the therapists. It is the most important complex problem for the organisation. The feedback from the customers was not allowed to flow into the managers. There was not any procedure for it. The therapists were frustrated because managers do not pay attention to employee feedback and needs. The therapist s stood between customers and management in a complaint from the two sides. There was a lack of staff support and poor management.

[bookmark: _Toc59058078][bookmark: _Toc59058249][bookmark: _Toc59084081][bookmark: _Toc59084144][bookmark: _Toc59093582][bookmark: _Toc59219077]Scope:

The problem increases with the fewer number of massage upgrades because it is the effect on the therapist salary. Therapists fighting for costumers among co-workers to raises that kind of the number of massages where more upgrade was bought. Discrimination within the costumers growths the problems between the staff. The problem also increases with the therapists have no minimum decision-making power. The lack of recognition from the costumers and also from the managers led to no make employees feel inclouded empowered and supported. Strong organizational culture can help for that kind of feeling. The Massage Company is a quiet new company that has Clan Culture, The characteristics are a cooperative work environment where the individuals are respected, feedback from the employees very important, and prioritize for the communication. (K. Heinz, 2020) If the company grows it is difficult to uphold this type of organisational culture. In the last year started to grow up the business, opened three new centers. 

[bookmark: _Toc59093583][bookmark: _Toc59219078]Impact:

The management did not listen to the feedback of customers by the therapists it impacted the behavior of employees. Unhappy relationships between managers and therapists negatively affect the organisation`s working conditions. Disappointed and demotivated stressed therapists can not give high quality, professional therapy for the clients. The therapists burned out, some of them left the company. According to Maslach (2001), inefficacy is one of the three dimensions of burnout. It led the therapist to be uninterested in the needs of the client. The impact of dissatisfied clients was the reason for the revenue decline in the company. The organisation of growth and progress were suffered. Another of the area of stakeholders damaged as well. Suppliers turnover decreased regarded to use fewer aromatherapy products for the upgrades.

[bookmark: _Toc59219079]Analyse information:

The entire method, how made the organisation an effective problem-solving strategy depends on the right information about the conflict. The management gathered data and analysed information. Pestel Analysis was made.  After that based on the information examined alternatives potential decisions were developed and selected the best alternative to control the situation. Assessed different techniques to evaluate and chose the most applicable decision-making process to overcome the situation. During the analysis, the management examined the management rules. There are three different categories such as interpersonal, informational, decisional on the Mintzberg Ten Manager Rules. 

[image: Managerial roles]
wisdomjobs.com, 2020.
Figure 2: Mintzberg Ten Manager Rules

As shown in the image (wisdomjobs.com,2020) Mintzberg Identified the managerial work, there are some areas where the rules were broken in the TMC. The main area is the informational roles. The managers should monitor the teams, their productivity, and also well-being. 

[bookmark: _Toc59219080]Pestle Analyses:

Political:  
Brexit has a high impact on the organisation. Legislation and taxation may change. Also, family and personal circumstances can be affected. ( GOV.UK 2020). 
Economical: 
Brexit effect on the economical environment. According to McFarlin (2019). Globalization can also lead to reduced earning potential for employees Third world companies can offer their services at lower prices. Covid has a big impact on the economy of companies.  
Socio-cultural: 
Employees from attitudes of different age groups can be affected for the company work environment.
Technological: 
The new technology needs training support and the lack of manager support can bad effect on using the new tools.
Legal:
Health and safety legislation during the covid is effect to workplace cleaning and sanitising rules. The companies must follow the Government guidelines during the Covid situation.

[bookmark: _Toc59219081]Propose a range of alternative solutions to the problem: 

Before making an effective decision, the management must investigate the challenges and impact of the communication problem in TMC. During the examination came up with several alternative solutions. 
Positive psychology in the workplace can help the employees to feel important, improve psychological wellbeing and, the development of employee strengths. Reducing psychological risks and brings healing energy to the organisation's environment. Above all increases organisational performance. ( Souders, 2020).
The Kaizen Philosophy fights against burnout. The employees have thousand of small ideas about the work which bring more control for them. Their workload was cut down to size. Burnout has the polar opposite site which is engagement. Engaged employees are more effective and energetic. (Gerencer, 2020).

[bookmark: _Toc59219082]Use a decision-making technique to evaluate a range of solutions to identify the most appropriate option:


A range of decision-making techniques was identified by the management and the appropriate technique was used to solve the problem. There are some types of decision-making processes, Rational, Bounded Rationality Model, Intuitive Decision-Making Model, and Creative Decision-Making Model. The creative method holistically highlights innovation, and it has less regulation. Three factors show the level of creativity in the decision-making process.
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Figure 3: Dimension of creativity






Fluency: generated number of ideas
Flexibility:  how different the ideas are from one another
Originality: idea’s uniqueness. ( Granite State College, 2015).
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Figure 4: Which decision-making process should I use?


The management decided to use the Creative Decision-Making model to be more effective. 
There are some technics to generate ideas:

[bookmark: _Hlk59167208]Brainstorming: It is the group technics where should follow the guidelines. No criticism of ideas, any suggestion can not be too wild. A high quantity of ideas leads to the best solution. More people have a better decision outcome, because of the different background. The group of leader accepts the appropriate idea. ( Granite State College, 2015).

Delphi Technique: This technique uses multiple rounds of the questioner that responded by the experts. Aggregate the answers and share them with the group. When the team reaches a consensus, the final result will show, what the group thinks as a whole. (Twin, 2020).

Nominal Group Technique: The facilitator prepares the questionnaire related to the conflict for the small group to gather information. The participants should write ideas silently and independently. Every idea will record and discuss. After that different voting techniques can use such as rating and ranking. The final vote defines the outcome, where the individual and group decisions on the ideas are mixed. (NIATX, 2020).

The Delphi method and the Nominal group technique have some limitations. In the Delphi method, participants never meet and the group leader chooses the final solution by conducting questionnaires. The disadvantages of the Nominal group technique are, it is a long procedure from the beginning to the final and, only one problem can be addressed at a time.

Brainstorming is the most common technique to make alternative solutions, there are a lot of experiences with it in the field. Organisations can use it for all types of problems. It is the best technique to solve the communication problem in The Massage Company. The advantages of using this technique are discussed below.

The Brainstorming session as opposed to the traditional method of group debate generates the group members to come up with a different, new even creasy range of ideas. This leads to more effective and innovative solutions. The Brainstorm can inspire fresh thinking with the help of this possible to avoid repeating the same mistakes. In the well-run brainstorming session, the members are inspired to work well together, communicate freely, and be opened. The members are encouraged to suspend judgment by the method. The technique allows the brainstorming session`s members to sort through the new ideas and prioritise them. (smartsheet, 2020).

In this case, The Massage Company`s facilitator prepared the brainstorming session, from all centers, and all different team representatives were delegated.

[bookmark: _Toc59219083]Develop a plan for implementing the solution

The process of conducting and implementing the solution starts to make a welcoming, friendly environment for the session. The ideal number of the group is twelve. In this case, the management in the TMC decided to stand up for more than one group regarding the number of group members. In every group, the members come from different roles and experience. Usually, the facilitator defines the objectives and lays down the ground rules. Guides the session and other people should take notes. The proper music can help to loosen up the group. The central component in the brainstorming session is the generate ideas. There are some different successful approaches: Six Thinking Hats, Trigger Statement, Five Whys, POV Reassignment,
S.C.A.M.P.E.R., Starbursting, At The Massage Company, in this case, were three different groups, and the facilitators of groups picked up different approaches to generate ideas.

Starbursting:

[image: Starbursting]
                                       smartsheet, 2020.
Figure 5: starbursting
This approach is within the Discrete Factor Analysis, which means focus on the specific aspect of the issue. The central issue is on the mid of the star and the question words are each point of the star. Use the questions to generate discussion. 

Six Thinking Huts:

[image: Six Thinking Hats]
                    smartsheet, 2020.  
Figure 6: Six Thinking Hats

This approach is within the POV (Point of View), which means, changing the perspective of thinking ways. The members put on a specific hut and from this perspective approach will analyse the problem. It was done then switch the hut and see the problem from a different angle.  

In this case, the third facilitator agrees with the management to chose for the third group Brainstorming in writing.
With the help of the Mind Map easily can see the connection between different ideas. Firstly should write down the objective of the Brainstorm, and after that write down related issues, concepts. 
[image: Brainstorming in Writing: Mind Map]
                                   smartsheet, 2020.  
Figure 7: Brainstorming in Writing: Mind Map
Delivery to the results the next step is to evaluate and prioritise the new ideas. In this case, the teams joined each other and worked together. Prepared Pros and Cons lists and Decision Matrix.

[image: Decision Matrix Template]

                      smartsheet, 2020.  
Figure 7: Decision Matrix

The ideas were ranked against the matrix and voted for the best one by the members as 
an anonymous. 

[bookmark: _Toc59219084]Communicate the plan to stakeholders

In this case, the facilitator documented all the ideas and distributed them to all participants. The summary of the project includes decisions and actions as well. The questioner was sent after the session to the employees to get feedback. The management involving the stakeholders and scheduled screen to screen meeting to communicate with them, increase the effectiveness of the company.

[bookmark: _Toc59219085]Asses appropriate monitoring and review techniques to ensure successful implementation of the solution

The communication problem is solved by the creative problem-solving method use the Brainstorming at The Massage Company. The Brainstorming technique allows the workers to cooperate and provide their feedback. There are several tools to monitor and review the technique such as the GANTT chart, Kotter`s mode.
GANTT Chart is a plan implementation timeline. Help to monitor progress.
 ( ProductPlan, 2020).

[image: Gantt Chart Example by ProductPlan]
ProductPlan, 2020.
Figure 8: Gantt Chart

Kotter`s model is a step-by-step model, easy to implement. In this case, it is very useful because the main emphasis is on the acceptability of employees. Involvement of the employees indispensable. (MSG, 2020).

[image: Kotters 8 step Model of Change]
                           MSG, 2020.
Figure 9: Kotter`s Model

In The Massage Company, the therapists started to feel included themselves, which was the impact of the working environment and the quality of the work as well. The customers step by step started to be satisfied and the satisfaction feedback has earned the company a good reputation on social media. The company started to progress.

[bookmark: _Toc59219086]Conclusion

The report has already shown the proper problem-solving and decision-making process important for the organisation to successfully overcome the challenges. The report introduced different decision-making processes and tools, gathering data, and analysed information. We already know how the Pestel Analysis works. After analysing the report, we already know how important can be communicated with the stakeholders in the organisation. Lack of communication leads the organisation to problems at different levels. By implementing the Creative Decision-Making process and Brainstorming technique in The Massage Company the communication problem successfully was resolved. 
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