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1. INTRODUCTION

The term "problem-solving skills" refers to the skills needed to solve problems in the workplace within a reasonable timeframe. Problem-solving skills are important for the motivation of staff and the performance of each organisation.

The objective of this task is to identify problem-solving tools and skills in the workplace in order to identify a possible solution to the problem.

The task is structured as follows: First, the problem, its context and its impact will be analysed. Next, the relevant problem-solving tools will be analysed. Finally, the solution to the problem will be evaluated.


2. THE WORKPLACE PROBLEM IDENTIFICATION 
2.1 No room for growth.
        2.1.1 Context.
In context, the problem comes from my workplace, in a call centre, where I have been working for 3 years and I have not been promoted yet, and I have an increasing workload. 
  2.1.2 Information about the problem for decision making.
The first problem is about in the company I’m, does not value all the work I am doing because they always give me much more, and I feel demotivated because I don't see the possibility to improve myself at work.  The problem is that I want to take a step forward in the company because I have acquired the knowledge and I feel more than prepared, so I think I should take a step forward, but my boss doesn't tell me.
       2.1.3 Impact on employees or the organisation. 
The impact on employees is the most important because if employees feel that they are working for something better, they will tend to work harder and enjoy their work. 
The level of employee satisfaction has a high level of impact on the company. It has an impact on attracting and retaining talent, on the company's image as an employer, on its productivity, on customers... if employees are satisfied, this will have a direct impact on the company's employer brand being stronger.
 2.1.4 Problem-solving tools and techniques identified for the problem.
The tool used is PMI because the problem can be seen from several different perspectives, so that decisions can be made quickly by analysing the pros and cons.
The problem-solving techniques identified is SWOT analysis because each part of the problem is analysed. (Sodexo. 2022)
2.2 Bad management/ unsupportive boss.
 2.2.1 Context. 
In the context, the second problem also comes from my workplace in the call centre. It is about the bad management of the bosses, there is not a drop of motivation for the employees and there is no real and daily control of the sales.
      2.2.2 Information about the problem for decision making.
There is bad management, people are demotivated, because personal work is not valued, and we feel we are treated as numbers. It is never enough for the manager. We need to hear: "you are doing a good job" as a minimum.
      2.2.3 Impact on employees or the organisation. 
If employees feel motivated, they will tend to work harder and enjoy their work. In addition, this will increase sales, and all this motivation will translate into a brutal impact on productivity, company image, good group productivity, and therefore a more powerful company, because there is strength in numbers.
      2.2.4 Problem-solving tools and techniques identified for the problem.
The tools used is Porter’s five force model because the power lies in a business situation and helps to understand both the strength of the current competitive position and the strength of a position to be attained.
The problem-solving techniques identified is SWOT and ADKAR analysis to Identify and categorise and to Build a comprehensive picture of a situation.

3. PROBLEM-SOLVING TOOLS 
The problem-solving tools helped to confirm the problem and identify solution are PMI, Porter’s five force model and ADKAR.
3.1 PMI, brainstorming tool
The meaning of the acronym PMI stands for "More, Less and Interesting". It is a tool for brainstorming, decision-making, and critical thinking. It is used to encourage the examination of ideas, concepts, and experiences from various perspectives.
PMI was developed by Edward de Bono, a proponent of lateral and critical thinking.
The PMI strategy helps to brainstorm, to make decisions quickly by analysing and weighing the pros and cons. It also helps to reflect on or evaluate a product or process a posteriori. And finally, it helps to identify strengths and weaknesses for future improvements. 
3.2 Porter’s five force model
In this module I learned the components of porter's five forces model, which are the threat of new competitors and threat of substitutes. It also consists of the bargaining power of buyers and suppliers, and finally the rivalry within the industry. For most industries, the intensity of competitive rivalry is the main determinant of industry competitiveness. 
Moreover, I have learnt the potential factors are: Sustainable competitive advantage through innovation, competition between online and offline firms, Level of advertising expenditure, Powerful competitive strategy, Firm concentration ratio and Degree of transparency.
Porter's five competitive forces model is thus a tool for understanding where the power lies in a business situation and helps to understand both the strength of the current competitive position and the strength of a position to be attained.  
3.3 ADKAR
Is a foundational tool for understanding “how, why and when” to use different change management tools.
Awareness of the need for change, Desire to participate and support the change, Knowledge on how to change, Ability to implement required skills and behaviors, Reinforcement to sustain the change.

4. DECISION MAKING TECHNIQUES
Techniques helped to confirm the problem and identify solution are SWOT analysis, PESTEL analysis and fishbone diagram.
4.1 SWOT analysis
The swot analysis is divided into 4 sections. The upper left section is entitled "Strengths" and refers to internal strengths. Moreover, the bottom left section is entitled "Weaknesses" and refers to the internal aspects that work against you. In addition, the upper right section is entitled "Opportunities" and refers to the external Features or elements that can be exploited. To finalise, the bottom right section is called "Threats" and refers to external risks that need to be addressed. 
4.2 PESTEL analysis 
Pestel analysis is a tool to describe the general environment. The analysis is performed by studying political-economic, social-cultural, technological, and legal factors.
Moreover, Pestel analysis is a strategic analysis tool in which the company in question operates as it can identify the factors that affect today and the factors that will affect the future. In order to understand the environment, an analysis must be carried out, in order to be able to assess how it may be affected and to be prepared to react and develop. (Delgado, 2022)
4.3 Cause and Effect Analysis / Fishbone Analysis Tool 
In problem solving classes, I learned how to perform cause and effect analysis, which is a technique for identifying the possible causes associated with problem 'x' or effect.
The fishbone diagram is an analysis tool that provides a way to understand problems and their cause in a fish-like design. Invented by Dr. Kaoru Ishikaya, a Japanese statistician specialising in quality control, it is also known as the Ishikawa diagram or cause and effect diagram, which helps teams to sort out the multiple root causes of problems. 
In addition, it is possible to customise each fishbone with categories that best fit or describe the main problem. The idea is to replace the traditional categories. The most common are the 6M (Method, Machine, Materials, Manpower, Measurement and Management), the 4P (Place, Procedure, People and Policies), the 4S (Environment, Suppliers, Systems and Skills). 
In short, the day gram is a very useful technique for today's problem-solving tools and techniques to help confirm the problem and identify the solution to the problem at hand.
5. PLAN FOR IMPLEMENTING SOLUTION
In this module I have learned that Implementation is the culmination of all your work in solving a problem and requires attention to detail. There are three stages: 
· Planning and preparing to implement the solution.
· Implementing and monitoring the action.
· Reviewing and analysing the success of the action.
There are several tools are available for plan implementation, like Gantt Chart tool: and PERT tool, it means Program Evaluation and Review Technique. (M.I. Alfonso and F. Barber, 2000)
5.1 Evaluation of possible solutions.
The first problem is no room to grow. The first solution is to speak with the manager to restructuring of positions about how much work each person does. The second solution is to assess your own request for a promotion directly to the manager.
The second problem is bad management/ unsupportive boss. The first solution is to do an independent investigation/support. And if all the solutions are not working, we have the second solution which is to change job were offer better solutions. (Ríos S. 1999).
           5.2 The best solution 
The best solution to the problem is communication and avoiding such situations. All processes should be analysed to evaluate the results obtained and decide if they are adequate, making a continuous monitoring, setting goals to strive for them. 
In summary, the best solution to both problems are to talk to the manager in this case and see if he or she can get you more motivated with a higher position and better conditions. If the boss does not give in within a reasonable period of time, the most logical thing to do would be to look for a company that gives me better conditions so that I can continue to grow personally and professionally.
            5.3 Communicate the plan to stalk holders
I have learnt to evaluate the impact of any proposals, considering how easy they will be to implement, taking any costs or cost savings into account and bearing the impact on other stakeholders in mind.
Over time the interests of stakeholders go together, so it is important to find creative solutions that satisfy the interests of multiple stakeholders.
Moreover, one-way communication serves to get the company's point of view across but will only be effective with the right assumptions.
The aim should be to move stakeholders progressively in the right direction in the power/interest matrix. 
         5.4 Monitoring and review technics
The environment within which a company operates is not static. The power and interests of stakeholder groups will change over time, so a regular review of stakeholder relationships is essential.
The environment in which a company operates is not static. The power and interests of stakeholders will change over time, so a periodic review of stakeholder relations is essential.
Best practices in implementation planning are communication, monitoring, creating a plan, defining objectives, publicising the plan, among many others.
It also remains to highlight the components of an implementation plan which defines the goals/objectives to be achieved. Secondly, outline my timetable for the implementation phase. And finally allocate resources such as time, money, and personnel.

6. CONCLUSION
To conclude this report, I learnt in class that the methodology and process of problem-solving is necessary, as it makes it easier to find completely successful solutions. Thanks to the tools provided in the problem-solving module, I am able to identify problems, analyse them, generate solutions and make decisions that represent the best option to solve any problem, both professional and personal.
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