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Introduction
Problem solving is a set of activities designed do analyse a situation and find implement and evaluate solutions , decision-making is making choices at each step of problem solving process .
Problem exists whenever there is a difference between what is actually happening and what the individual or group wants to be happening.
To solve any problem, here are some steps :
1. Identify the problem
2. Understand everyone’s interest
3. List possible solutions or options 
4. Evaluate the options
5. Document the selected option 

Identifying a complex problem in the workplace 
I work as a seller support associate in an e-commerce company that is related to a business that allow companies and individuals to buy and sell goods and services over the internet .
The seller support associate is expected to resolve any system issues, and provide all types of help for the seller that are facing issues while there work on the website .


Problem 1
I remember I had a call of a seller wanted to close his account immediately, but as per the company policies he cannot do that before waiting 90 days after the last order, and I explained to the seller that these 90 days are important to guarantee to buyers best service and to cover any defect , but he was not convinced and unsatisfied .

Problem 2 
I remember receiving a call from a seller and he was facing issues with his bank account, I double checked the problem and resolved the issue, it was an easy one , as he just needed to start the verification process to receive his payments .
After I resolved the issue he told me that there was an older issue still pending and we were not able to help him with it after a lot of miss understanding with communications .
And as per the company policies the seller need to open a new case for each concern .

Problem 3
In one particular time the transfer rate of the team was a bit higher than usual (transfer rate is a percentage of all the cases that are being transferred from the agents to other teams that have other authorities) , so the manager assigned to me this task, to verify the main reason of this high percentage .

Problem 4 
My manager assigned me a task to audit around 100 reopened cases in one week , as we were having a critical situation with our reopen rate , as it is a very important metric ( reopen means when we resolve an issue and the seller is not satisfied with the solution he reopen the case again asking for more support ) .

Problem 5
We have a specific type of cases called 911 cases , they are marked as a top urgent , and we have to respond within 45 minutes , as per polices .
However I had a case that was a bit complicated , and with all the verification and focus on how to resolve it , I failed to send the email to the seller in the requested time frame .
Problem 6
I faced an issue with a seller that was facing difficulties listing his products on the company website to sell them .
He tried many times but there was no progression and none of his products was visible to any buyer so he was not able to sell anything .


Reasons an alternative solution for the problem
We are facing like these problems everyday in this type of work, and the solution of these problems is different from an associate to another , but the most important thing about these different solutions is the satisfaction of the other side , and these are the solutions that I have reached for the above problems .

Solution of problem 1
I started asking the seller probing questions like why he needs to close the account and he told me that he will travel abroad and will not be available to track his activity .
So I offered another solution is to put his account on vacation (on vacation mean that his account will be deactivated temporary and his offers will not be visible to the buyers) .
The seller refused this solution so I tried to find for him another one to give the seller the best experience with our company , but finding another solution was very complicated in this case because of the company policies which is that the seller cannot close the account before waiting 90 days after the last order .
I contacted the higher team with higher authorities to explain to them the whole situation, and after a lot of investigations they informed me that they can help and I just have to transfer the case to them .
I contacted again the seller apologizing him about what he faced and informing him that I figured out an exception for him to solve his problem and I will transfer now the case to the team that will close immediately the account .
The seller was very satisfied by this support  and closed the call after giving me a very good feedback .

Solution of problem 2
I showed ownership and double checked the other concern, the seller was wandering why his authorization request was rejected again and again without telling him any acceptable reason .
I saw that previous colleagues were replying the same answer without mentioning any reason .
So I opened a ticket to escalate the issue to the relevant team and once I have received the motive I responded back to the seller explaining him what I made to solve his problem and helped him to resubmit his authorization request in a proper way as the invoices were not valid , they were not issued in the last 365 days .
After a week the seller opened the case again and I was wondering why, I contacted him to understand what was the problem and I found him very upset as the request was rejected again so I told him that I will contact the team related to the approvals and rejections of these requests to understand what happened .
I contacted the team telling them all the history of the seller with this case so the made an investigation to find where was the problem, then they told me that there was a technical problem due to all the requests that the seller made in the beginning using invalid invoices , therefore all the new valid data was cleared and all the data remained about this request was the invalid ones .
So the solution in this case was to ask the team to delete all the data related to this seller to avoid any confusion again, so immediately the team deleted all the data related to this seller , then I contacted the seller telling him about that technical problem and also about the solution we have done so the only thing that he needs to do is to submit a new request using the valid invoices .



Solution of problem 3
I started filtering the transferred cases by the agents name to check who has the highest impact , and after collecting the data I analysed every agent behaviour and attitude and I have sent the results and delivered them to my direct manager explaining that some of the agents were not preforming the greeting in an active way , and others were having a knowledge issue .
Apart from that a lot were using different greetings , so we advised the agents to set a certain greeting and everyone has to follow it .
And about the lack of knowledge , I advised the manager to set a refresher session for the agents with the issue , and it was implemented immediately the next day .
This case was very complicated but we did our best and worked very hard to decrease this transferer rate, and after a month of planning and working hard we have succeeded to decrease this rate by 3 %.

Solution of problem 4 
I divided the 100 cases to verify 20 cases per day , to be able to finish them in the requested timeline .
Although it was a challenging one not every case requires the same verifications and checks , and I explained to my manager that it may require more time .
I started right away and double checked what the following agent did in these cases to avoid the reopen , and share the best practice of the agent in an excel sheet , and clarified if it was a controllable reopen or a non-controllable one .
Although I did not manage to deliver the results on time , but I did a great job as there were a complicated cases and I needed more time , and I explained to my manager and he understood that .
As in the end we were able to share the best practice of these cases with our team to avoid any repeated error .


Solution of problem 5 
Once I verified the case and prepared the email I send it to the seller immediately trying not to lose more time .
I flagged this type of cases to my manager , were the 45 minutes are not sufficient , and I asked to send a patient email to the seller , notifying him that we are aware of his issue and will respond as soon as possible .
After solving this case , the seller was vey satisfied and gave us an excellent feedback for this method , so after the success of this idea the manager decided to make this as a new process to solve this cases .

Solution of problem 6
I started listening from the seller what he was doing exactly to be able to know where was the problem and he explained to me what he was doing with all the steps and after identifying every step I found that all the steps he made were correctly inserted , so I checked his account to see if there any issue that prevent the seller to list his products .
After I checked the account properly I found that the issue was that his bank account was not updated and for this reason none of the products was visible to any buyer .
After founding the main issue I contacted the seller telling him why his products are not visible and guided him to update his bank account informing that the information will be updated within 48 hours then his products will be normally visible to the buyers and he can lift new products .


Conclusion :
At the end of this report I think that this module helped me a lot to improve my decisions skills in critical situations where I need to make a decision by myself.
Problem solving and decision making module showed us how to manage difficult situations in the workplace and how to deal with any problem and how to take the right and suitable decision by analysing any problem then searching for the reasons of this problem then trying to find the best solution for both sides .
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