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Introduction
The aim of this report is to present a self-work based problem by describing its factors. In order to find a suitable solution I will apply problem solving techniques which were studied in this module. Using and describing PESTEL analysis, Fishbone Diagram and other problem solving tools, the report is going to present accordingly the solution to the problem presented.
Having problem solving and decision making skills is important for career path and life. Problem solving comes together with decision making which is vital for leadership and management. To improve the quality of decisions, there are many techniques which will help. Individuals should focus on improving their decision making skill, however, this skill differs from a personality to another. Brainstorming technique is useful when identifying and developing problems and decisions. 
Is important to have a clear judgement and to be objective when taking important decisions. (Businessballs, 2020)

PESTEL Analysis
PESTLE analysis is a problem solving technique for studying the external factors which have impact on a company’s plan. (Strategic-planet, 2020) [image: PESTEL Factors]

Political Factors
These factors are caused by the government and what it implements in the economy. “This can include – government policy, political stability or instability in overseas markets, foreign trade policy, tax policy, labour law, environmental law, trade restrictions and so on”. Businesses needs to expect future legislation and be prepared for it.
Economic Factors
This factor is one of the most important because it has an important impact on businesses’ profit.  “Factors include – economic growth, interest rates, exchange rates, inflation, disposable income of consumers and businesses and so on. “
Social Factors
Social factors are important for businesses who have specific products or services to provide. As this factors refers more to population’s beliefs and attitudes there might be some changes for particular businesses.  “These factors include – population growth, age distribution, health consciousness, and career attitudes and so on.” Here organisations should have good market strategy to understand their customers’ interest.
Technological Factors
These factors are important and have impact on companies’ market strategies, and how they market their product. It affects new ways of creating and distributing goods and services, and new ways of collaborating with target markets. 
Environmental Factors
These factors are new implemented and became important because of pollution matters, carbon footprint targets set by government (is both political and environment). More customers are serious that the goods they buy to be from an ecological source. 
Legal Factors
These factors make clear what companies should know and do in order to trade successfully. “Legal factors include - health and safety, equal opportunities, advertising standards, consumer rights and laws, product labelling and product safety.”
(Professional Academy, 2020) 

Fishbone Diagram

Fishbone diagram is a problem solving technique also known as Ishikawa Diagram, designed by Professor Kaoru Ishikawa in the 1960s. 
[image: What is a Fishbone Diagram (aka Cause & Effect Diagram)? A Fishbone Diagram is a structured brainstorming tool designed to assist improvement teams i Act Study, Ishikawa Diagram, 5 Whys, Resume Models, Study Board, Lean Six Sigma, Process Improvement, Mind Power, Cause And Effect] (Pinterest, 2020)

Step 1: Identify the problem
In the first step is important to identify the main problem. What is the problem? Who is involved? And the time and space where it happened.
For the diagram to be draw correctly is important to write the problem in a box on the left-had side of the paper, as shown in the above image.
Step 2: Identify the factors involved
Next, for the diagram to have a common sense and to understand the problem, is vital to find the factor which landed to this situation. Depending on the problem you are describing and trying to find a solution, the usual factors are: equipment, people involved, system, machineries or external factors.
Step 3: Identify possible causes
For each factors wrote in the second step, is needed to brainstorm a cause for the problem which might be related to the factors. Write down in short lines the possible causes on the diagram so it should look as fish bones.  
Step 4: Analyse the diagram
When coming to this stage you should have the possible factors and causes of the problem. Now analysing all these by its complexity and importance, you can see clearly the cases which actually contributing to the problem. 
(Mindtools, 2020) 

Work based problem
It is known that employees are more dissatisfied with their job in UK than in most other European countries. 
I am working at Barclays Bank, in Westfield Shopping Centre in Stratford as a mortgage and loan advisor. I work in banking industry for over three years now, and I am qualified and have quite good experience. Because of the experience I have in this domain, my manager does not need to approve the loans I give to customers. I deliver good customer service and my colleagues and manager have trust in me. One day as I was coming from my lunch break I checked the appointment schedule and I waited for the customer I had to see. I greet him, he was an old and trustful customer. I started the checks procedures, passport and credit card and the customer was quite unsettled. I asked for the reason of the appointment and how can I help. The customer wanted to open a furniture business and needed a loan for the start-up costs. The customer said the idea of “Gepeto’s Woods” is an innovative business strategy and it has its aim to provide quality furniture at affordable prices. 
Before giving loans for starting a business, us employees should ask for a business plan. The customer provided with all the associates information, the business idea, the business goal and what it makes the business different.
I had to apply the PESTEL problem solving technique so I could clearly see the customer was aware of all the procedures needed. 
Political- The law requires for this kind of business an Environmental Permit, as there will be usage of substances on furniture, Workplace Health and Safety, Employment Legislation and Personal Protective Equipment Regulation. 
When it comes for the company’s insurance, is needed for Public Liability, Employer’s Liability and Professional indemnity insurance.
Economical- The customer needs a start-up budget for the start-up costs and personal survival budget. Including the manufacturing unit, budget for at least three months for employee’s salaries, suppliers for raw wood and materials and equipment.
Social- The business is profiling its customers by age: young adults mainly for study desks, couples for kitchen bathroom and bedroom sets for new homes, and old people for chairs, desks and storage furniture.
Technological- This factor has a great impact whether the customers is accepting order online or in shop sales. Is needed for a company’s website where the customer can advertise and market the furniture.
Environmental- When revising this factor the owner should pay additional attention because is a furniture company, the customer should have approval from the government for usage of toxic substances which may harm the environment. 
Legal factors- In this section it’s introduced the Political factors already explained and the bankruptcy (professional indemnity insurance) insurance.
With all this explained in detail, the customer asked for a £100,000 start-up loan. I have done a credit score check and the system approved the loan.
The loan will be paid back in 5 years with an interest of 9.2% per year. The monthly repayment will be £2,067.76 and a total amount repayable will be £124,065.67. The loan will cost the customer £24,065.67. The monthly repayment will be taken after three months after opening the store.
(Moneysupermarket.com Ltd, 2020) 
	The problem I faced after giving this loan was that my manager came to ask particularly for this case. The manager was concern about the big amount of the loan I gave to the customer. I explained the situation that I have done a credit score check, I went through the business plan of the customer which I have a copy attached to his profile. The manager understood the security checks the customer went through.
However, the manager said there was a major problem which I need to think about what I have done wrong, so that identifying myself would be easier to do not repeat it in the future. I was concerned about it of course, I felt stressed because it was a big amount of money landed and one possible mistake can influence the repayment of the customer. So I started to think about the possible causes.
Fishbone diagram helped me find the most possible cause of it. So I identified the problem: Giving a big amount of £100,000 loan to a trustful customer. 
The second step is analysis the factors involved, which is the customer, myself, and probably the most important is the machinery, the credit score check. Even the response was positive from the credit score check, is important to highlight it as the main factor of the problem.
The third step is identifying and analysing the causes. One of the cause would be the cash flow. This means the money which come into the bank from repaying loans. The interest should be quite alright 9.2% per year, with a total repayment of £24,065.67, however I will take write this factor as a possible cause. Other possible cases would be: customer concentration (we have an amount of customer per month which we can give loans), but is not the case; insufficient credit- which does not apply to the customer, as the customer is not in debt and have not been before. After a while of thinking, I realised that is probably of the virus that is spreading worldwide. (American City Business Journals, 2020) 
I went to my manager and gave him the possible causes. The last one was correct, the virus spread. This will affect any business worldwide, mainly the new opening ones because they did not have time to profile its customers and find loyal customers. I showed to the manager the customer’s business plan which was perfect, highlighting all the competitors, possible threats, loss forecast and the main important one, the monthly expected profit. Which was around £20,000. This amount had been calculated after paying the insurances, manufacturing unit rent, employee’s wages and so on. It is most probably that this business will have success. I understand that because of Covid-19 many business suffered, but it is starting to erase and we should consider the government loan bounce back scheme.
My manager informed me that if there is any problem regarding the repayment, it will affect my job. This matter will affect my everyday performance, will increase my stress level and I think is unfair. I had a word with my manager regarding it that I cannot work under stress, and I feel that after all my years in this company I feel not appreciated at all. All I have done was reviewing the business plan which was one of the best I had seen, and most important the system accepted the loan. I let know my manager about my concerns with a possibility of resignation if nothing will be changed and my stress will continue. The manager reviewed the situation, and his response was “You are a very valuable employee for our company and because of this matter I do not want you to resign. You have good reviews from customers and a few years in the industry, I understand you cause of stress and I want to apology. Please understand us as a company as well that we face hard times and we will try to make you feel as good as possible working for us.” Because I worked for this company for quite some years I will accept the apology and continue to deliver good customer service. I like what I do and because the work based problem is solved I chose to remain working in this company. The cause of the problem had economic and social factors.


Conclusion 
With these all highlighted I explained the importance of problem solving and decision making at workplace, I described and analysed PESTEL and Fishbone diagram and used these problem solving techniques in the problem work passed I have faced, and the tools helped me to find the cause of it. 
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A Fishbone Diagram is a structured brainstorming tool using categories
to explore root causes for an undesirable effect.
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