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[bookmark: _Toc58837208]INTRODUCTION

To facilitate the process and maximise the effects of a solution, every organisation throughout the world utilises tools that allow such organisations to cope with a complex situation that they are facing. Such tools are englobed into one label commonly known as “decision making techniques”. 

From the fishbone diagram to the S.M.A.R.T criteria going through the Adkar model, the following pages will demonstrate the effectiveness of the mentioned techniques so to guarantee the organisation a successful outcome.

This report will also go to analyse a well-known issue that all organisations globally face during their life such as customer dissatisfaction and evaluate such issue using those techniques. 

Acknowledging the importance of these skills and techniques is such that can guarantee future desired employments
[bookmark: _Toc58837209]Case study: Customer dissatisfaction

When I was working for New Look, I used to be part of the management team and I was the one responsible for till transactions including purchases, refund, exchange and customer enquiries. Once a month I would check our reviews on our internal website to find how well our customer service was. On my third working month our shop was listed as one of the “worst customer service” in our region which, at that time, comprehended 7 shops in central London.
The majority of complaints was about our thought to be inexperienced shop assistants that eventually was affecting the business performances included KPIs. 
There were mentioned names and description of our colleagues so to identify them and talk to them to see if there was any reason why they were underperforming and if there was any way we could help them during their time in our shop.
One day I also witnessed a scene where a customer was being treated unfairly by a member of my very own team. What I saw was a customer requesting a jacket in a different size that was not displayed on the shop floor and our sale assistant telling them that we did not have the size that they were looking for in the stockroom without going into the stockroom to check. 
This scenario led me to think that we really had a customer service problem and that we needed to fix it immediately.
To find a solution to this problem I personally started a recovery plan that included a team meeting every Monday morning, 15 minutes before opening, where we would discuss what has gone well and what has gone wrong during the previous week and all the business expectations for the following week such as targets. We would share ideas for improving the work environment we were in and a general improvement of our own skills. This resulted in a slight progress from the previous month.

[bookmark: _Toc58837210]ANALYSIS

Customer dissatisfaction is a common issue in the retail sector that sales assistants typically experience at some point in their career; it is usually related to both high and unrealistic clients’ expectations and company’s inefficient service. When it comes to this ladder, the company is able to take certain steps that are focused on improving its services. In the case study above the main apparent cause of the problem was the recruitment of inexperienced sale assistants and this is due to the fact that the company was mainly keen to hiring young faces.

For this reason, the recruitment stage is a delicate step; the company has to decide whether to adopt an internal (giving promotions to people within the company) or external recruitment process (hiring new employee). The benefits that the first brings can potentially save time and money to the company while the second can fetch the company new ideas and skills. 

Although the recruitment process itself in some cases is the cause of the problem, this could be avoided by either changing the way the recruitment is executed or by giving the possibility to the employee to develop their capabilities through dedicated trainings. The benefits of trainings vary from diminished employee turnover to boosted worker motivation to improved occupation fulfilment and confidence among workers.

In order to achieve a fruitful result, the company in the case study above would have had to analyse data gathered from surveys specifically designed for that particular situation. From such data, extract the best appropriate problem-solving tool and decision-making technique that what follows will explain.

[bookmark: _Toc58837211]PROBLEM-SOLVING TOOLS AND DECISION-MAKING TECHNIQUES

[bookmark: _Toc58837212]The fishbone diagram 

The Ishikawa diagram, commonly known as the fishbone diagram or effect-and-cause diagram, was invented by Kaoru Ishikawa with the porpoise to identify the potential cause of a specific event. First used in 1943 to demonstrate the effectiveness of understanding a problem from a complete analysis’ point of view of complex issues. 

This tool is still used by businesses and organisations to improve their productivity or services. NHS Improvement (2018) used it to demonstrate the usage taking as an example the long waiting time before seeing a doctor at the hospital. Once finished, the diagram would show all the possible causes of the main problem. Analysing them means making sure that each of the possible causes are factual causes, this can be done by sharing thoughts with the team and engaging with the customers/patients by asking them to fulfil a survey. 
Its general concept is to dissemble a big issue into small fragments so to spot the actual cause of the problem.

[bookmark: _Toc58837213]PMI analysis

"PMI" means “Plus, Minus, Interesting". The idea is to consider those three parts of ideas or topics: "Plus" for positive ones, all of the advantages of a specific topic.
"Minus" for negative ones, the disadvantages. "Interesting" for those angles that are neither positive or negative, however may introduce occasions or warrant further conversation. 
It is typically used to find creative ways to develop an idea. 

The main benefits from using PMI analysis are:
1. Encourages use of analytical thinking amongst co-workers so to accelerate the problem-solving process. 
2. It is a versatile strategy that can be used in many contests whether they are teaching based or non-teaching-based processes. 
3. In group discussions, colleagues will enhance their social skills through sharing information or opinion about something. 
4. It can assist workers with producing thoughts regarding an inquiry or issue. 
5. Workers will perceive and value various sides of an argument. 

6. It enable workers to make rational decisions.

7. It urges co-workers to ponder imaginative and fringe parts of a subject.

8. It frees colleagues to share their ideas with others. 

[bookmark: _Toc58837214]SWOT analysis

Swot analysis stands for “strengths, weaknesses, opportunities and threats”. This type of analysis is generally used as a problem solving and decision-making tool when an external problem is presented keeping into account all the internal potentials. It must be taken under consideration whenever a business has the urge to find a solution to an issue.

Such tool looks at product development, organisational structure, staffing issues, business ethos and image, etc.

[bookmark: _Toc58837215]PESTLE analysis

Pestle analysis is a great method when it comes to solve problem(s). This tool must be used following the identification of what causes the problem, business analysts use especially this tool to find solutions for businesses. 

PESTLE aims at discovering issues in the political, economic, social, technological, legal and environmental sphere. 

· Political: focuses on any political changes such as new legislations/laws or any new bills that may cause the problem.

· Economic: deems rates from appeal to workforce. 
· Social: indicates what a business’ customers are interested to buy, the area they live in and what makes them want to spend money or stops from doing it.

· Technological: it is always preferred for a business to upgrade to the latest technologies.

· Legal: this determines the laws that a business is attached by.

· Environmental: a business that does not follow eco-friendly and/or cruelty free standards in the 21st century might cause media storm. 

[bookmark: _Toc58837216]THE RIGHT TOOL CHOICE 

To identify the cause of the problem, one of the tools that would help a positive outcome for the case study described above is the fishbone diagram.
Not only does it identify the cause, it will also help focusing extensively on the next steps. 

Example of fishbone diagram in regard to the case study:
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Diagram created by the author


The most apparent causes according to the graphic are Training, Work environment and Management problems related to the customer dissatisfaction.

All three establish an important part of an employee’s life at work. Giving the right trainings boosts customer service quality and brand knowledge, management must always find positive feedback for their colleagues that will increase employees’ happiness and work satisfaction; indeed, studies have found that “happy employees are up to 20% more productive than unhappy employees” (Forbes, 2017).
[bookmark: _Toc58837217]COMMUNICATION AND IMPLEMENTATION PLAN

[bookmark: _Toc58837218]The Prosci ADKAR model

To introduce a change, the best tool that most businesses use for their communication and implementation plan is the ADKAR model. ADKAR is the acronym of Awareness, Desire, Knowledge, Ability and Reinforcement. Its 5 steps contribute to a generally successful change. Such steps seek a full commitment from the whole organisation and to do so the organisation must:

1. Spread awareness by communicating the reason behind the decision made to change.
2. Desire: the company has to find a way to motivate its employees to want a change.

3. All together for a change to occur in your association, workers and directors may have to acquire new deep understanding or go through new trainings. This is the knowledge step.

4. In order to recognise and deal with obstacles, leaders during the ability step, should support their employees to believe in their capabilities.

5. The reinforcement step is essential to mantain the change, continue discussing how things are advancing, praise achievements and offer examples of overcoming adversity. 
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(Figure 2 adopted from “The Prosci Adkar Model” book)
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[bookmark: _Toc58837220]S.M.A.R.T criteria

To be able to monitor the progress of a project, organisations should set aims, which are general explanations of expectation used to demonstrate the general reason for a project or program and objectives. These need to be S.M.A.R.T: Specific, Measurable, Attainable/Achievable, Relevant and Time-related. 

The importance of setting S.M.A.R.T objectives is such that they have many benefits including: they are not vague, it subdivides big goals into fractioned realistic ones, ignored aims are easy to be spotted, simpler to envision what achievement resembles. 

In addition to that, monitoring a progress through handing surveys to customers is the typical way to gather data. Such data must be quantitative and qualitative.

[bookmark: _Toc58837221]Qualitative data
“Qualitative research is multi-method in focus, involving an interpretive, naturalistic approach to its subject matter. This means that qualitative researchers study things in their naturalistic settings, attempting to make sense of or interpret phenomena in terms of meanings people bring to them. Qualitative research involves the studied use and collection of a variety of empirical materials- case study, personal experience, introspective life story, interview, observational, historical, interactional and visual texts that describe routine and problematic moments and meanings in individuals’ lives.” Not only that, qualitative research is being used by scholars to “move the current generation of critical, interpretive thought and inquiry beyond rage to progressive political action, to theory and method that connects politics, pedagogy, and ethics to action in the world” (Denzin & Lincoln, 1994)
Qualitative data is a form of data that defines information, it is categorical and exclusive to one entity. Examples of qualitative data is gender, religion or nationality and its use helps identify the type of customers, their age and their preferences for instance.

[bookmark: _Toc58837222]Quantitative data

Quantitative data is numerical, therefore states quantity or range of a specific data. This data is utilised to respond to questions, for example, "What number of?", "How regularly?", "What amount?". This information can be checked and can likewise be helpfully assessed utilising mathematical strategies. 

[bookmark: _Toc58837223]CONCLUSION

Decision making is at the centre of human advancement. It is the strategies used to comprehend what is occurring to the environment, recognise things that need to be changed and afterward reforming the things that should be done to make the ideal result. Problem solving and decision making is the wellspring of every new innovation, social and cultural development, and the reason for market-based economies. It is the reason for nonstop improvement, communication and understanding. Work environment challenges consistently require goal and organisations hire applicants who can think of, and execute, successful resolutions. Regardless of the area, industry, or employment capacity, challenges and issues that one needs to fathom will happen routinely.
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Portakabin - Worksheet
The importance of quality in creating competitive advantage
Task 1- Individual task

We are going to use the example set by Portakabin and concentrate on developing quality
practices and gaining a competitive advantage for any company of your interest, ABC Corp.

As we read the Portakabin Case Study, highlight key sections you feel are important.
Key words to look out for are whilst highlighting are:

1. quality

2. competitive advantage

3. quality systems.

Task 2 - Individual Work
We have now looked at how another company has reviewed how they provide ‘quality’.

Using the case study, write five ways in which you think ABC Corp. could provide or improve
the ‘quality’ it provides to custojmers.

1.

Task 3 - Individual Work

We have looked at how to create ‘Competitive Advantage’, think about ABC Corp. and how
we could gain this for them.

For example, how can we use quality systems for improvement, like Portakabin did?
Task 4 - Individual Work

Explain in brief what Portakabin were looking to achieve.
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