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Introduction 
For this assignment, I will be choosing a problem that occurs frequently at my workplace and one that is the most complicated one for the business. I will be talking about the problem, why it is a problem, who does it affect and how can we as a business find an effective solution to overcome this issue. I will be using tools in the assignment so that I can come up with the best solutions possible and I will be explaining the pros and cons of using each solution. I will then be choosing one overall solution and go into depth on it. This assignment is interesting as many businesses facing the same problem or similar problem can use this to get some ideas to help make some changes in their businesses. I believe this is an issue that needs to be looked over properly and solved as soon as possible. 

[bookmark: _Toc10392227][bookmark: _Toc456901517]Define a complex problem in the workplace, including its scope and impact

A complex problem that constantly occurs in my workplace is that we do not have wheelchair access such as a ramp. This restricts disabled people from entering our desert shop. The dessert shop is based in Cardiff city centre which is very busy and has a variety of people, which includes disabled people. People like to go shopping in the town centre which is a five minute walk from the dessert shop and many like to pop in for an ice cream break during their shopping time. Various different types of people come in to the shop so it is important to consider everyone is different from each other and some people may have different types of needs than others. For example, on a hot day a family came into the dessert shop for some ice cream, they had their disabled mother in a wheelchair but the problem was they could not get the wheelchair inside the shop. The family was very frustrated and caused an argument with the staff, soon after the chaos they had left. This created more problems such as less customers, business being accused of neglecting disabled customers and customers in the shop at the time were looking down at us. This lead to a decrease in profit for the business. 
The reason as to why I have come up with this solution for my assignment is because I believe it is an important matter that needs to be addressed. I think it is a serious matter that needs to be looked into carefully. Many disabled people or wheelchair users feel as if they are not being treated equitably and fairly. According to the equality act 2010, a disabled person should not be or feel discriminated against. Many disabled people, such as wheelchair users, feel discriminated against when they go through physical barriers. A physical barrier is something that a person cannot do as it is restricted for them and made very difficult to do. Not having a ramp at shops causes disabled people to feel discriminated against as something is made difficult for them but easy for the rest. Discrimination could be direct or even indirect. Indirect discrimination is when there is a biased rule or policy in a company which is made the same for everyone, however it is seen as unequal for those with disabilities. Not having a ramp could be seen as indirect discrimination as the business has not installed a ramp in the past due to financial issues. In the case of not having a ramp at the dessert shop it would be seen as indirect discrimination, although it is indirect it is still offensive to disabled customers. When working in this environment it is very important to treat everyone equally, it is crucial to understand as a member of a business that this is a sensitive topic and should be taken seriously. 


Who was affected and how? 
Due to this problem, many people were affected such as staff, customers, manager, the business and myself. The staff were affected because they were being distracted from serving other customers who were in the shop. This slowed down the way they were working which annoyed the customers as they were waiting to be served. The customers were affected because they had to watch and hear all the shouting while trying to enjoy their food. Many customers had children with them and the children were afraid of the situation as there were shouting and swearing involved. I was affected because I was working at the door that day and the family were screaming and shouting at me, they were taking their anger out on me. I had to stay calm and try relax the situation. This caused me to have a bad day at work and I went home upset after my shift. Also, the whole business was affected because we were losing customers due to this problem and on our online website most of the negative comments were based on the fact that there is no wheelchair access and the business was accused of discrimination against disabled people. Most importantly, the wheelchair users were affected as the whole situation is about them and their experience. It can be frustrating for customers when they find out they are unable to enter the shop because of this problem, it would make them feel left out and differentiated compared to the rest of society. This is the last thing we want our customers to feel and this is not the businesses intention to make them feel this way. The problem will definitely be looked into and be solved. 
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I have peacefully thought about some things we should change in the business to find a solution to the problem. This problem is a recurring issue which would take time and money to solve. We would need to buy a ramp but also get a builder in to fit in the ramp. This could take some time to arrange as we would need to find a good builder that does not charge too much. This would be done through searching on the internet or asking around for a reliable builder. We would also need to think about the financial side to it as it could be a little expensive. The price to install a wheelchair ramp, a secure one, would be £1020 which is quite costly. On top of that, a builder is around £200 just to fit on the ramp. Installing a the ramp could take up to a couple of hours which could be confusing for customers as they would not know how to get into the shop, to avoid this a sign would have to be put outside to notify customers to enter through there Side door. 

The Five why’s
The Five why’s is a cause and affect tool that helps me go in to more detail. In my opinion, I think the five why’s tool is really effective because it helps me think about why something has happened. Going from losing customers to the business is being unpopular shows me the business needs to work on how to make their business stand out and make the business more known to the community. It helps me to find out the main cause of a problem, it prepares me to answer those who ask why to situations. Breaking down the problem helps me to come up with solutions and understand how the problem started in the first place, which is why I think it is important to use the five why’s tool.
 
Propose a range of alternative solutions to the problem

A first solution that I could come up with would be to get a builder to fit in the ramp. Getting a builder to install the ramp would be a really good solution. Not getting builder to install the ramp would continue to let down customers and customers would carry on to avoid the shop. The business’s reputation would be much better with the ramp in place as it shows we respect and treat all customers with care and honour. It would reduce the frustration of our customers and we would be seeing happier customers. This would also leave the online website with better comments and reviews. However, this also comes with cons. Hiring a builder is expensive and purchasing a ramp is also expensive. A builder is £200 to fit the ramp in the shop and to buy a ramp it is £1020. A lot of money is taken out from the business’s account which is a this disadvantage for the business as we are losing money. 
A second solution could be to lower the shop entrance floor. If the shop entrance floor is lowered there would be no need to install a ramp. Money would be saved from the business which could help us in the long run. This is a much cheaper method however, it is quite time consuming as it could take up to 2 to 3 days. It causes lots of noise which is the last thing customers would want as it ruins the environment, customers are paying to come into the shop, to eat and enjoy the background music, this cannot be done with lots of noise. 
How do you think a ramp would change the business financially? 
A ramp would certainly change the business financially as it will bring in all those customers who we did not get since opening this business. having less customers caused the business to decline financially as less people would be buying our products which desserts. I think by including a ramp in the shop would definitely increase the businesses financial status as substantially as more customers would be able to access the shop. 
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Using a decision making technique, evaluate a range of solutions to identify the most appropriate option

Grid Analysis 
Key 
Time:    1= too time consuming
	5= not too time consuming 
Cost: 	1= too expensive 
	5= not too expensive
Gain customers: 1= will gain less customers 
		 5= will gain lots of customers



	
	Cost
	Time 
	Gain customers?
	Total 

	Get a builder to fit in a ramp 
	2
	4
	5
	11

	Lower shop entrance floor
	5
	2
	5
	12



I had created a grid analysis to help me search for the best and realistic solution to help solve my problem. The grid analysis shows which solution is the cheapest, most or least time consuming and it comes up to a total. According to the grid analysis, lowering the shops entrance floor is better to with. This solution comes with pros and cons, it is much cheaper compared to buying a ramp and getting a builder to fit the ramp on. However, a con would be that it is very time consuming and it would take up to 2 to 3 days to complete properly. 2 to 3 days is a long time and will cause frustration to our customers. The job will be noisy and will disrupt the environment for the customers. Due to the noise customers cannot enjoy their desserts in peace and many would avoid coming to the shop. This is the reason why I will not go with this solution even though the grid analysis suggests it is the best one. Although getting a builder to fit in a ramp and purchase a brand new ramp is expensive, it is not time consuming and does not cause too much noise in the shop. Fitting in the ramp would take up to approximately a couple of hours. After a few hours we will continue as normal and carry on attending our customers. Therefore, I think this is the best solution to go with as it is what is best for our customers and our business. it would make our customers happy which is our main priority and ourselves too. 
What are the advantages and disadvantages of using the grid analysis? 
The grid analysis is very beneficial in terms of finding a solution, there are advantages to it as it summarises a whole situation and it breaks it all down into smaller sections which is much more easier to understand and take in. However, a downside would be that a person could still come up with their own decision even though the grid analysis tries to show the best solution. Many people do not always go with what the grid shows as it is not always reliable because sometimes one solution could be better than the other and the grid analysis may not even show this. 

[bookmark: _Toc10392231]Develop a detailed plan for implementing the solution

	Solution 
	What needs to be done to be successful? 
	How long will it take?
	Do you need any resources? 

	Getting a builder to fit in the purchased ramp
	· Purchase a brand new ramp 
· Find a builder to fit the ramp on to the shop 
	1 to 2 hours 
	· New ramp
· Reliable builder 
· Money to pay for ramp and builder 




How to reach success? 
To bring in success to our dessert shop, we need our staff’s to be welcoming from the very beginning of when they step foot into the shop till the moment they leave. One staff should wait by the entrance and welcome all customers in a warm and welcoming manor. They should provide all customers with a menu at the front door and walk them to their tables. Taking too much time bringing customer’s orders to their tables could cause them to feel impatient and children to feel restless, this will then cause other customers to feel stressed or disrupted. Some customers may want to sit away from cry children which would cause us to change tables around , this creates chaos in the shop as it is a busy shop. To avoid this parents can go on a walk with their children in our quiet room. The quiet room is very beneficial to have in the shop as it could be used for many purposes, many religions requires prayers to be done at a certain time, this means customers can use the space for prayers. Parents can use this space to calm their children down, it is a place where you can take a minute away from everyone in the shop and this is one of the main things our customers like as it is mentioned in the businesses reviews online. Any customers with children should be offered a sweet of their choice, this is to show customers we care and it would be something nice to do for children. Being up to speed and being organised is important to being successful in the business. Give customers a smile to show you care about the customers, engage with the customers by asking them questions on how their day was, what they would like to order and give them your full attention. Customers find it very rude and disrespectful when staff do not give them attention or listen to what they have to say. Customers like to be treated as individuals and not as one, everyone is different in term of preferences, one customer may like an ice cream sundae whereas another customer may like cookie dough and ice cream. When speaking to customers break that barrier by forming a sense of humour, make the customers laugh and help them enjoy their time. Show your customers appreciation by saying thank you and that you really appreciate them for visiting the shop, this helps encourage them to come again in the future which then benefits the business. Doing all of these will also make you a happier person in general while being at work, not just the customers. 
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Stakeholders are internal members and external members. Starting off with internal stakeholders, these include managers or employees and external stakeholders and customers, suppliers and society in general. Customers should be told in advance about the change that will be taking place. They will be informed through letters. Letters would be sent out to local people around the area. The shop is based in Cardiff city centre, therefore those who live nearby will receive a letter regarding the change through the post. Also, on the shops computer, there are some customers whose details are saved such as email addresses, these are usually the regular customers so letters could also be sent like this. With our staff, they will be notified of the change that will take place through a phone call, if phone calls are not received they will be left with a text message regarding the situation. All stakeholders have the right to know about the changes as it will affect their lives. If customers have any enquiry of the change we are more than happy for them to inform us through calling into the shop or emailing us. If our staff have any questions or concerns on this change they should feel comfortable enough to express their opinions as they are involved in this situation too. For those who do not wish to share their opinions out loud or verbally they may write it down on a piece of paper and pass it on to the manager, otherwise they may send a text message directly to the manager. These will be kept confidential and would not be distributed if members do not wish to. Those who do not mind expressing their opinions out loud can join our group meeting where all the businesses members sit together as a group and discuss what we all think about the new change that will be taking place. Sharing opinions in this topic will help us to make the right choices and keep everyone safe. 
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To gain customers the business needs to ensure all customers are happy with their experiences. We need to ensure wheelchair users are satisfied with the new ramp and that it has improved their time at the shop. A way this could be done is by asking customers is they can fill in a questionnaire about their experience at the dessert shop and what they think of the new change on the ramp. This can help us understand where we are doing well and which areas we could improve on. A resource we would need would be a questionnaire with just a few questions. The questionnaire will not include questions that require long answers as customers may be in a rush to leave the shop or be somewhere else. Most questions will be based on the wheelchair ramp and the experiences on that and will require an easy yes or no answer. This is how the business can ensure success and expand the business. The questionnaire will provide customers with full confidentiality, no names will be asked or any personal details such as phone number, email addresses or home addresses. The customers will be notified of this before completing it and they have the right to feel as if they are protected under confidentiality. It is our promise to our customers that we will protect them and their right to confidentiality. Below is a questionnaire which was given out to customers to share their experiences and what they think about the ramp:
1. How was your experience today at the dessert shop? 
Good 		very good		bad 		very bad		okay 
(please circle one option) 

2. What do you think about the new ramp?
Useless 		good idea 		thoughtful 		bad idea 
(please circle one option) 

3. Does the ramp benefit you in any way? 
Yes 		No
(please circle one option) 

4. Do you think the ramp involves wheelchair users into society?  
Yes 		No
(Please circle one option)

5. Do you think your experience could be improved in any kind of way? 
Yes 		No
(If yes, please explain briefly why you think this below) 




Thank you for taking part in completing the questionnaire. Your experience really matters to us and we hope we can make the experience even better for the future.  




Another way to ensure successful implementation of solution is by making sure the business shows customers that the ramp is completely safe and secure to use. To show this, the manager needs to request a certificate from the ramp company that comforts and helps ramp users understand that there are no threats or dangers while the ramp is being used. The certificate will state that all customers are safe to this ramp and that everyone has the right to feel safe while using it. If for any instance there are injuries caused by the ramp they are entitled to make a claim for compensation, however injuries are unlikely to happen as the ramp is bought from a very trustworthy company with high ratings. The certificate should be stuck onto the shops window by where the ramp is just to create an atmosphere of reassurance for the ramp users. A receipt should be requested from the builder once the job has been completed to ensure if there are any problems or damages we would be able to contact the same builder to sort it out. This would mean we would not have to pay anything extra on top as we have proof that it was done through this particular builder and we have a deal that any problem that occurs in the future will be fixed free of charge. This would be a good idea as we would know there is no dodgy work going on and that we can fully trust the builder to do the correct job. The resources needed for this to be successful would be the certificate. 
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