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Introduction
The purpose of this report is about a workplace problem. In every work organization there is a problem waiting to be solved or a problem that is waiting to outburst. There are several different types of problems in the work organization, these days that need close attention and if those problems are not dealt with quickly it can escalate to something major that causes problems for both employers and employees.
According to Oates (2019) professional union prospect describes abusive behaviour as an extreme from of abuse of personal power or official authority. This behaviour may take place over a period of time but can also occur as a single grossly offensive act. She further went on to say that as single incident amounts to unlawful abusive behaviours. However, you cannot solve a problem without making a decision. In order, to solve a problem I have to first determine what the problems then focus on the cause of the problem also the area where the problem is developed. 
However, sometimes these problems can be a major or a minor problem or even a very difficult problem to face. Working in the managerial field it is my duty of care to come up with a solution for the problem. Firstly, I have to be very confident that I can solve this problem due to the fact that I am in the position where I lead people, and this is important to my job role. There are some steps you have to take into consideration before you can proceed to solve the problem. First you define the problem then investigate then analyse the problem.
Defining the problem is to ensure that as an employer you are dealing with the real issue that is causing the problem and have a look at it from several different perspective.
When you investigate the problem, you must gather all the evidence surrounding the problem to come up with a solution. After all the evidence have gathered it must be analysed. 
Background of Company
I work for AIM commercial cleaning as cleaning supervisor for three years. “AIM commercial cleaning is a family operated business founded in 1979 by James Brown (Managing Director), Roger Brown (Chairman), Mark Little (Commercial Director), Sarah Rose (Business Development Manager), Debbie Wells (Key Account Director) and Sue Fuller (payroll Administrator).”
Mission Statement
“AIM commercial cleaning understand that you as an individual or employee privacy is important to you and that you care about how your personal data is used and shared online. They respect and value the privacy of everyone who visit their website www.aimcleaning.co.uk and will only collect and use personal data in ways that are describe and in manner that is consistent with the company’s obligations and your rights under the law.”
“AIM commercial cleaning is situated at:
AIM House
Belvedere Business Park
Crabtree Manorway South 
Belvedere
Kent DA 176 AH
Should you require any further information please feel free to contact them at 01322 625 650.”

Abusive Behaviour at work
This is my true workplace problem that I am dealing with. My name is petal Jones I work as a cleaning supervisor for AIM commercial cleaning based at Broadway Wimbledon SW19 JQ. I would like to highlight some experiences I have faced during the course of my daily duties working as the leader of the cleaning team. AIM commercial Manager has created a WhatsApp group where we communicate with every staff member and also with senior managers.  On Wednesday September 18, 2019 a message was left on the chat for employee 1 by our cleaning manager Mr. X about changes to his job role due to an ongoing issue with his daily duties not being completed. Employee 1 has been employed to work ten hours per week, two hours per day from 6 pm to 8 pm from Monday to Friday. His role was to collect bins and clean two staircases. However, employee 1 kept missing the bins and not cleaning the staircases. He also played very loud music which is not allowed by the company, kept talking on his phone. I would talk to him about his role and behaviour however, he failed to comply with the rules and regulations. On September 18th 2019 Mr. X our cleaning manager came on site to cover employee 1 shift and a member of staff lodge their complain about employee 1 saying that he is always missing the bins and talking on his phone even after being warned. 
On September 19th, 2019 I arrived at work at 5: 35 pm and employee 1 was already on site and ready to work. I greeted employee 1 and informed him about the text message that was left on the group chat for him by Mr. X our cleaning manager.  Employee 1 reassured me that he has not seen the message that was left for him. I then asked him to have a look at the WhatsApp group chat for the message for the message from the cleaning manager (Mr. X). Employee 1 then said I have seen the message from yesterday. He started to get angry and shout at me saying “Do not let me carry you where I do not want to carry you (taking me to the union), leave me alone”.  He went further to say, “I am not doing what Mr. X the cleaning manager says.”
I tried to calm him down because he was in the reception area shouting and other staff members were passing by. He failed to comply and kept shouting “I am here to do my normal shift and I am not changing.” I then spoke him reminding him about the ongoing issues with his area of work. I outlined the problems in detail. I told him about the staircases, the bins, the mobile phone and the loud music. 
He replied by saying “This is not my problem I need to go and do my work.” I then asked him “Whose problem is it being as I am the one in charge?”  He kept on shouting in an aggressive way saying, “Petal leave me alone and let me get on with what I have to do.” During the conservation I tried to remind that he was given a verbal warning more than once and there has been no changes regarding his role.  The cleaning manger Mr. X thought it would be best for him to change his roles. He was still furious and failed to listen or comply. Mr. X our cleaning manager then rang my phone, I answered and informed employee 1 that Mr. X our cleaning manager was on the phone. He got even more furious and said, “I will get him”. I then asked employee 1 if I could put my phone on speaker so the manager could hear our conversation because of data protection act. He then said yes. After getting his permission I put my phone on speaker. I told Mr. X that the phone is on speaker so he could speak to him. Mr. X our cleaning manager tried to talk to him, and this made the situation worst. Employee 1 kept on shouting and saying, “listen it has been a while since I wanted to get you, do you know who I am?”  Mr. X our cleaning manager and myself kept on listening and employee 1 then answered the question asked by saying “I am a chief, and I do not take orders from no one, as a matter of fact I am sick.” Then Mr. X our cleaning manager asked him “why are you here if you are sick?” Employee 1 replied and said, “I came to do my work.” During the course of the conversation employee 1 was sitting down, he then proceeds to stand up then I suddenly realised that he could not stand on his feet properly. He was unstable. Taking a closer observation on employee 1 I noticed that he was wearing a plaster on his left arm close to his elbow. I asked him to sit down and relax which he complied to. I then asked him “why are you wearing a plaster?” he replied and said, “I am coming from the hospital, I went for a scan” I asked him to go home and he still refused. He was asked to go home because I was concerned about his health. I went to the security and confiscated his work pass so he could not enter the building. After the pass was confiscated, he then became very calm.  I then spoke to him and said due to the fact that you are very ill (heart condition) you must go home until further notice. You cannot clean the staircase in the condition that you are. Moreover, he was very angry, and this placed extra pressure on his arteries which can lead to a heart attack.  He listened to what I said then left the building. This situation was reported to the higher authories who are investigating the matter. 
According to Suff (2018) abusive behaviour remains a significant issue despite increase in awareness of the problem. These behaviours range from unwanted physical contact, shouting to unwelcome remarks and persistent unwanted criticisms. She argued that individual who often carry out these behaviours are sometimes suffering from anxiety and some are just disrespectful, and don not want to follow instructions from superiors. 
In another article by Oates (2019) she stated in her book entitled Bullying and Harassment that to tackle abusive behaviour employers should identify unacceptable types of behaviour and deal with it. I am in total agreement with Oates. Abusive behaviour can cause stress for the employer and causes you to lose focus of what is at hand. 
These behaviours that is considered as abusive behaviour by one person can be considered as acceptable behaviour by someone else.  I am in total agreement.  Some persons think it is the norm to abuse someone as that is what they are used to. They grew up thinking that abusive behaviour is fine. 
 “Most people will agree on extreme cases of abusive behaviours, but it is sometimes the ‘grey’ area that cause most problems, this could be the areas that are not monitored carefully on a daily basis by employers.” (Acas, 2019 cited in Oates, 2019).
However, there is a new guidance on abusive behaviours at work that has been published by the trade union organisation TUC in 2019 (www.tuc.uk/sites/default/files/) (cited in Oates, 2019). It states that there is no correspondence list of abusive behaviours and no one type of person who is likely to be abusive. Here is a list of the things that can cause abusive behaviours in the workplace:
· Shouting at staff members
· Constantly attacking a staff in terms of there professional or personal standing
· Regularly and deliberately ignoring or excluding individuals from discussion or activities.
She went further to say the TUC highlights the impact on abusive behaviour can have on other staff members due to the cause of stress this can lead up to depression and loss of self- confidence (Oates, 2019).
According to AIM’s policy you can be charged a huge fine for falling to tackle abusive behaviour because these types of behaviour can create problems for the work organization including:
· loss of respect for managers and supervisors
· poor performance
· loss productivity
· absence
·  resignation 
· damage to the company’s reputation. 
Due to the extent of this incident as a person in charge, a decision is important in this situation. However, there are different types of decision- making tools and techniques that can be employed. A decision is based on the way you make it through different alternatives. For example, using a SWOT analysis.  
The SWOT analysis looks at one’s strength, weakness, opportunity and threat to the company. It helps you understand identify and understand problems in your workplace. For example, employer 1 strength was that he always arrived early for work. However, his weakness was that he was always on his mobile phone and he does not take instructions from anyone whether they are in authority or not. On the other hand, his opportunity was that he was given a chance to redeem himself and continue working. His threat was that he feared losing his job. 
Another technique that can be used to arrive at a decision is the PMI. With this technique you highlight what is positive about the individual, what is negative and what is interesting. The positive point for employee 1 was that he would always start his work on time however, the negative side of this was his duty is never finished on time. The interesting point about him is that he would challenge you even if he is in the wrong. 
Before one can make any decision about a problem, they must follow different steps. According to Free Management Books (2019) there are six steps involved in problem solving. 
Step 1) Define the Problem – When defining a problem, you have to take into consideration what is the real problem then try identifying the root cause (Free Management Books, 2019).
Step 2) Determine the Root Cause – how does one determine the root cause of a problem first asks questions, gather all the relevant data about   how the problem first started and why did it happen then from there you can decide.  A fishbone diagram (see below) can help you to determine the root cause of the problem.
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Figure 1: Fishbone diagram showing the effect and causes of the problem
Step 3) Develop Alternative Solutions – when developing  solutions   persons have to look at more than one factors how often the problem occurs ,how severe it was what are the main cause of the problem after looking at these solutions you then discuss this with team members and others that are involved in this process doing so then you assess and decide which solution is best, this involves critical thinking (Free Management Books, 2019).
Step 4) Select a Solution –when selecting a solution, look at the advantages, and disadvantages, of the problem then decide which solution is best (Free Management Books, 2019).
Anon (2019) on the other hand argued that step 4 is innovative and everyone’s opinion must be valued at this step. When all opinions are given, they must be viewed from all angles, everyone should be given a chance to justify their opinions before making a final decision. No one should ever make a decision on feelings as this can result in an unfair decision which can lead to further consequences. According to Morchiladze and Khakheli (2015) ‘people often make decisions on the base of feelings.’ This is called intuitive solutions. Morchiladze and Khakheli (2015) went further to say ‘Intuitive decision is a choice made with the sense of inner confidence.’ Without the knowledge, wisdom and understanding a leader cannot reach a decision that dictates the preciseness of intuitive decision.  It was the great Albert Einstein who once said, “intuition is a sacred gift and the rational thinking.” He went further to say, “rational thinking, which may also be confused with logical thinking, holds great practical value, but do not forget that it is a tool.” On the other hand, the wealthiest man in the world Bill Gates added that “In part you have to rely on your intuition.” It is not easy to be done however it is of utmost importance that is done. The great Steve Jobs once says, "Your time is limited, so do not lose it for another human life.”
Step 5) Implement the Solution. According to Free Management Books (2019) the implementation process of the solution is the crucial part where team members know their part that they played in order to make the solution work and knowing if it has been connected to the problem in question. Moreover, one must ‘Develop a plan for implementation, including measures, and how progress will be monitored. If approval is required, implement after approval is obtained.’ (Csealearningcenter.org, 2019)
Step 6) Evaluate the Outcome – When evaluating the outcome be prepared to answer questions about the things that went well during the investigation the things that went well are some team members participate in the solution making process. due to the fact that this is the final stage whereas this requires an evaluation of findings of the things that happen. This final stage requires the outcomes and results of the solutions such as the findings that came out of what they assume doing so will enables more time to investigate the problem (Free Management Books, 2019).
The type of decision (see figure 2) one makes can affect the outcome. It is vital that managers know when to use the different types of decision. The type of decision chosen is dependent on the nature of the incident. 
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Figure 2 Types of Decision (2013). Available at 
https://www.slideshare.net › ektabelwal › factors-affecting-decision-making
According to Anon (2019) there are five types of decision (see figure 2 above) that managers must be aware of in order to make accurate decisions. 
Organisational and Personal Decisions
This decision is directly related to the organisation. The manager is responsible for making any decision concerning the organisation or he or she can consult others (staff members) for assistance. Personal decision on the hand is depended on the manager only. They do not need to consult others (Anon, 2019).
Tactical (Routine) and Strategic (Basic) Decisions
According to Anon (2019) Routine decision has to do with routine and reoccurring problems.  When making a routine decision you do not have to consult with the persons involved. This type of decision has short term implications. This type of decision requires someone with a lot of experience. Routine decision is sometimes called programmed decision. 
On the other hand, basic decision is made on incidents that are vital and it has long term implications. Basic decision is sometimes referred to as non-programmed decision.  Professor Herbert Simon came up with programmed and non-programmed decisions. He came up with these decisions by using computer terms. 
Policy and Operative Decisions
 Policy decisions are made by the head of the organisations. These decisions are very vital as it helps with the running of the organisation. On the other hand, Operative Decision is associated with company’s policies. It involves decisions that are made on a day to day basis (Anon, 2019).

Individual and Group Decisions
Individual decisions are less significant than group decision. As the name suggests (group decisions) it involves several persons. More than one person is involved in making the decision. After careful considerations then an accurate decision can be made. Group decisions are significant because it is dependent on the company’s policy (Anon, 2019). 
After taking into consideration the type of decision you should make, you must also think about the factors that can affect your decision. There are several factors that can affect one’s decision. Factors that can affect decision making includes but not limited to environment, perception and organisational. However, perception and environment will be explained in brief as it is linked to the task being discussed. 
According to Anon (2019) perception is the process by which we interpret the world around us, forming a mental representation of the environment.  
The situation and the perceiver can have an impact on perception.  The perceiver’s culture, background, interests and expectations can affect how they view their environment (Anon, 2019). For example in my situation employee 1 culture states that a female should not be in charge. A male is seen a king or superior in employee 1 culture. Therefore when I spoke to him he felt inferior as he is not used to this culture where females are in charge.  
The situation can influence one’s perception of an object depending on the location or time. For example employee 1 journey to work takes two hours and the time allocated for the job is two hours. He felt as if he was been victimised all the time. He thought that the team leader was not paying keen attention to when he does the work right. 

According to Anon (2019) Environment Issues are the exterior factors that affects the organization.  There are several exterior factors that can affect decision making. These includes: Customer’s reaction to organisation products and services and the economy.
Proposed Solution # 1  
Employee 1 has been suffering from mental health issue that the company was not  aware this help contribute to emoloyee 1 abusive behaviours,  however employee 1 was given verbal warning on several occasion not knowing that there was a big issue  that need to be dealt with     therfore aim have no other option than to  issue a written  warning in order to help employee 1 to change his ways and monitor his progress this problem has been dealt with according to the company’s policy
  Proposed Solution # 2
The problem was reported to Aim head office and further investigation has been taking place. Employee 1 has been sent to a different work location in order to help the investigation run smoothly in order to make a decision, on the other hand the bad thing about this is that Aim had to replace employee 1 with an agency staff until the investigation is finish. Due to this situation the budget has increased due to extra staff member. However, the other staff members are very satisfied as they feel relieved because employee 1 behaviour drove fear in them.  
The implementation plan for this proposed solution is after the investigation has been completed, a decision will be made whether to sack employee 1 or to take into consideration the factors that led to him being abusive. The decision makers have to look at his behaviour from different angles and gather all the relevant information. According to Beinstock 1984 (cited in Maund, Schriek and Tinkler, 2017) if one gathers too much information it can lead up to confusing the problem than sorting it. This is where Aim would get the stakeholders involved to look into the problem by getting to the root cause in order to help with the decision process.  Gilmore 1993 (cited in Maund, Schriek and Tinkler, 2017) argued that in order for the problem to be solved the persons solving the problem should agree that it has been successful completed.
[bookmark: _Hlk28708904]According to Locke and Latham 1998 (cited in Maund, Schriek and Tinkler, 2017) one has to acquire implementation feedbacks.  In doing so, you can then determine if the solutions resolve the problem or not, by doing this one must first collect all the data in regard to the problem. However, Bates and Dillard (1993) argued that the implementation process has been considered critical and challenging.
After a decision has been made it is very important that a feedback is given to the person or persons involved in the situation. When the feedback is given to the person or persons involved the feedback must be understood by the participants and it must be relevant and accurate. Harrison 1994 (cited in Maund, Schriek and Tinkler, 2017) stated that in order for feedback to be effective it must be relevant, comparative, timely, sensitive and practical. 
Conclusion
It is very significant that an accurate decision is made when dealing with a problem especially when others are involved. Without a decision a problem cannot be resolved.  However, to reach a decision one has to identify the problem, determine the root cause of the problem, then come up with a solution and implement it. In doing all this you must consider the factors that can affect your final decision. 



References
[bookmark: _GoBack]Anon, (2019). [online] Available at: https://www.cls.utk.edu/pdf/ls/Week3_Lesson21.pdf [Accessed 30 Dec. 2019].

Anon, (2019). [online] Available at: https://www.slideshare.net › ektabelwal › factors-affecting-decision-making [Accessed 30 Dec. 2019].
Belton, V. and Stewart, T.J. (2001) Multiple criteria decision analysis: An integrated approach. 2nd ed. Boston, MA: Kluwer Academic Publishers
Bates, D. and Dillard, J. (1993). Generating strategic thinking through multi-level teams. Long Range Planning, 26(5), pp.103-110.
Csealearningcenter.org. (2019). [online] Available at: https://www.csealearningcenter.org/learncenter/courses/labormgtHelp/pdf/PROBLEMSOLVING685110.PDF [Accessed 30 Dec. 2019].
Free Management Books. (2019). The Six Step Problem Solving Model. [online] Available at: http://www.free-management-ebooks.com/news/six-step-problem-solving-model/ [Accessed 30 Dec. 2019].
Maund, A. Schriek, M. and Tinkler, P. (2017). Certificate in Higher Education: Skills for the Workplace Student Yearbook. Sage Publications
Morchiladze, G. and Khakheli, M. (2015). Factors Affecting decision making in Organization. International Journal of Management and Commerce Innovations, 3(1), pp. 425-428. 
Oates, A. (2019). Tackling bullying and harassment at work. London: LRD Publications Ltd.
Oates, A. (2019). Health and Safety Law. A Trade Union Guide. London: LRD Publications Ltd. 
Suff, R. (2018). Tackling sexual harassment in workplaces, including Parliament. CIPD Voice. Issue 13.

2

image1.png
SN
777





image2.png
1.Organisat
Personal

2 Tactical(Routine)
G?D‘SS ‘Bf(ual,o& & Strategic(Basic)
Decisions

Programmed & No
Programmed
Decisions




