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Introduction
Problems are encountered in every Business, organisations or within a family. If the problem is not investigated thoroughly and resolved it could escalate and result in bigger problems, risks or issues that can have a huge impact or a large cost implication. ‘A problem is a matter or issue regarded as unwelcome or harmful and needing to be dealt with and overcome’. Hence, problem solving skill is one that is very important to every organisation, not only is it a good skill to possess, it is one that determines the continual existence of a business and positive results. In order for a problem to be resolved amicably no matter how vast the problem is, the resolver needs to do a lot of investigations and critical thinking when examining methodically and making efforts to solve the problem. The problem solver most times is referred to as a ‘Troubleshooter’

This assignment will delve into the problem solving tools and techniques to be used for proposing a solution and making the right decision to solve the identified problems.
I will be using a Nigerian based restaurant as a case study for this assignment. This restaurant is called ‘MamaPut Kitchen Limited’- ‘MPK’ . The problems the restaurant encountered pertains to the restaurant industry in general. However, for the purpose of this assignment,  the problems discussed will be unique to this Nigerian restaurant. In order to get an understanding of the journey this restaurant went through, I will give a brief overview on Restaurant sector and MamaPut Kitchen Limited. 
Restaurants in the UK are a big business. There are more than 86,000 restaurants in the UK with consumers sending a substantial amount on food take away, this explain why this industry continues to grow and evolve despite the economical and political uncertainty. The restaurant industry provides a lot of people with jobs making it very significant in the employment industry and adds significantly to the UK economy. Research has shown that approximately 988,000 people – chefs, cooks, waiters/ waitresses etc. are employed in this industry.
MamaPut Kitchen Limited is a Nigerian restaurant based in the city of London (Liverpool Street). MamaPut Kitchen opened its door in the city in 2010 and welcomes customers from all background and culture. Its primary hours of operation are 12noon to 7pm. The idea behind this restaurant is to give the city employees in diaspora the opportunity to enjoy Africa cuisine during working hours. Mamaput kitchen provides eat in/ take away and delivery services.

For the purpose of this assignment, I will be using the SWOT analysis and PESTLE analysis to illustrate problem solving. I will also be using the Fishbone model to bring to light some major problems MamaPut Kitchen encountered in operation.

Problem solving 
Problem solving is a norm in everyday life. It is a step by step process that  requires the resolver to be creative and analytical. The resolver must be one that thinks critically to be able to resolve problem satisfactorily.  Hicks, n.d.(Hicks, n.d.),  states “People tend to do three things when faced with a problem: 
· They get afraid or uncomfortable and wish it would go away; 
· They feel that they have to come up with an answer and it has to be the right answer; 
· They look for someone to blame.” 

Whilst am looking at MamaPut Kitchen and the problems encountered. There are so many different ways to get a solution to problem solving; it is always wise to look into the different problem solving model before applying a model that is beneficial and will solve the problem satisfactorily. 
Business must avoid being stuck in a one way problem solving solution. 

One of the recognised problem solving model “John Dewey’s Reflective Thinking Process (1910)” is one of the recognised problem solving models that has been very effective. This model has 5 processes and if followed diligently, the end result is always beneficial. 
Below are the  steps to John Dewey’s Reflective Process:  
1. Describing and analysing the problem
2. Generating possible solutions
3. Evaluating all solutions
4. Deciding on the solution
5. Planning how to implement the solution (3, page 211 Andrew Maund 2017).
A combination of these will help provide solution to any problems perceived.
Another problem-solving tool is the ‘The rational decision-making process’.

Strengths and Weaknesses of the Rational Decision-Making Model

One major and positive impact of the Rational Decision making model is the fact that it gives the whole process a logical structure. However, for a decision to be rational, the stake holders have to play an active role. The views and inputs from all stakeholders should be considered thoroughly and all options critically analysed before coming to a final solution. No decision should be taken in isolation (4, Sturgess, n.d.)
In conclusion, problem solving and decision making should be all about the business advancement and all employees should invest their time and interest in enabling its success.

Before I critically look at the problems facing MamaPut Kitchen, I will be using the SWOT analysis and PESTLE analysis to assist in enabling better and more rational decision-making process for the business success. (5, PESTLE analysis)

SWOT ANALYSIS
SWOT analysis is a tool used by organisations to identify their strength, weaknesses, opportunities and threats. These are important tools that most organisations focus on and it helps them properly plan to utilise all available resources when solving any problems. An organisation’s vision and missions should always sync so as to achieve goals and objectives. The main tool for this is SWOT.
(GÜREL, 2017)SWOT Analysis is a tool used for strategic planning and strategic management in organizations. It can be used effectively to build organizational strategy and competitive strategy.
I will highlight the SWOT of MamaPut Kitchen below, without the SWOT, the business can suffer.

	STRENGTH
· MPK is the only African Restaurant in the area making it the only business serving African cuisine.
· Low cost of food. Price is actually cheaper than other restaurants.
· 5 star food hygiene rating.
· Clean and tidy environment
· Provides a first class service.
· Promotes business by sharing flyers with offers at the station and surrounding areas
· Food delivery to banks, offices & university.
· Branded MPK image.
	WEAKNESS
· Limited funds to expand and provide more seating space for customers.
· Unable to accommodate large social gathering
· Restaurant is 10 minutes walk from the station and a long walk from offices
· No toilet for customers usage
· Residential tenants at the uppers floors 
· Restaurant is new and the brand is not well known in the UK 
· Low staff salary payments
· Wait staff tend to be cheeky at times and rude

	OPPORTUNITY
· A new Holiday Inn hotel is opening nearby 
· A new car park is opening soon
· Provide lunch for African banks in the area
· Government officials visiting the country are aware of the restaurant 
· A main competitor closed down
· Selling some African products
· Expand the restaurant when the store next door shuts down
· Serving organic dishes 
	THREAT
· Economic climate. Bad weather meant fewer customers
· Operating cost are likely to increase
· Rent and business rates are high
· Business lease is up for renewal and this meant an increase in rent
· The council keeps giving licences to food street hawkers thereby diverting traffic to the street market.
· Food hawkers selling African food in the market pretending to come from MamaPut Kitchen
· Fear of increasing food prices on the menu because of street market.
· Low minimum wage
· Prices of food stuff keeps increasing
· Customers want healthier food options




The SWOT analysis of MamaPut Kitchen was put together during a series of staff mind storming sections. This is to enable members of staff to discuss and bring to open the strengths, weakness, threat and opportunities observed. These sessions encouraged team discussions to ensure all staff were aware of problems of the restaurants and also know their thoughts in proposing a problem solution and also gain insight from different points of view. The team at MamaPut Kitchen work as a close knit team and support one another.

PESTLE ANALYSIS
(Visconti, 2014) “PESTLE and SWOT strategic analysis provides a systematic and comprehensive reflection of the external and internal operational environment but has infrequently been applied to infrastructural procurement. Risk sharing between public and private actors and consequent corporate governance and ownership issues are still under-investigated in the literature, especially if associated with innovative PESTLE and SWOT instruments”. As a result of this, I will also be looking into PESTLE analysis for MamaPut Kitchen. A lot of businesses and organisations use this tool for analysing the impact of strategy on every area of their business/ organisation. PESTLE stands for the following:
PESTLE
P - Political
E – Economic
S – Social
T – Technological
L – Legal
E - Environment  
The PESTLE factors listed above are put into consideration when businesses or organisations are going through problems and for decision making when solving the problem. 
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PESTLE Model Analysis is a good technique to help in finding out the opportunities and threats in the external environment of the business.  Once a business owner has a complete picture of these factors that are likely to affect the business, it is a lot easier to take decisions to improve the problems at hand. 
Looking critically at the MamaPut Kitchen, there are controllable internal environment factors such as employees, salaries, recipes, furniture etc. while on the other hand the external environmental factors are uncontrollable, for example tax reforms, safety guidelines, technology etc. 
This analysis will highlight the external problems MamaPut Kitchen is facing.  Ignoring any of these factors can lead to the lack of a solid foundation in the strategic planning.
I will also use the Ishikawa’s fishbone diagram later to identify some of these problems.












	POLITICAL
	ECONOMIC
	SOCIAL
	TECHNOLOGY
	LEGAL
	ENVIRONMENT

	Tax reform
	Value vs Price. Increase in inflation rate in the economy increase the price of food items and ingredients . This results in the increase in menu prices and as such customers avoid the restaurants
	Assertive consumers and government
being assertive on behalf of the customer.
	Technology is the most dynamic IT Factor. Customer data should be held.
	Legal and local bodies affect restaurants. MamaPut Kitchen gets  regular visits from food inspectors. 
	Both internal and external environment are important

	Health and safety guidelines. Understanding these regulations makes it possible to make appropriate decisions to reduce the impact of such regulations. It’s the restaurant responsibility to take care of the food products
	Income. 
Customer disposable income is another economic factor that affects the restaurants. When customers have disposable income they tend to go out with friends and family which means more visits to the restaurant.
	Social factor can affect the menu. People are now more health conscious, this means people now prefer organic food to junk food. MamaPut Kitchen now caters for both types of customers to  increase their customer base.
	Rapid technology advancement and change can impact the restaurant. 
	Legal requirement for all staff to take the Food and hygiene course and examination.
	Clean external surrounding and hassel free for customers.

	Strict food restriction implemented
	Recession and weather climate
	Busy people prefer fast food and  carbonated drinks in their daily routine.
	CCTV cameras can make monitoring the restaurant easy when out of town or outside the restaurant
	
	

	Health Policies requesting that food ingredients are displayed or provided on request
	Maintaining Financial Performance
	
	Use of electronic register to manage he restaurants accounts and other related operations.
	
	

	
	Labour and healthcare
Patient Protection and Affordable Care Act require staff to have health coverage
	
	If some  software are properly used it can increase the flow of increase and profitability.
	
	




Problems Facing Restaurants – MamaPut Kitchen
 
The Ishikawa fishbone model will be used to analyse the problem facing MamaPut Kitchen.

This concept of ‘Ishikawa fishbone model’ was originally introduced by Kaoru Ishikawa as he contributed to the concept of quality management in Japan. This originates from having an understanding of what quality management is all about.  It is all about efficiency and effectiveness of achieving goals and objectives. (Six Sigma, 2017) Defines Ishikawa diagram basically helps in understanding the ‘cause and effect’ relationship for solving a problem. This tool is very powerful and helpful as it gives a representation through a pictorial diagram of the following:
· The cause of the problems 
· Factors that have a high and low impact on these problems 
· How to resolve these problems.
 
This model is referred to as fishbone because it is shaped as a fish and it helps one see clearly the causes of the problem and effects of these issues in a relationship. These problems in the long run affect the style of working of employees. I will make the recommendations that will help make decisions that will help solutions.

See below the Ishikawa’s fishbone model below;

Capital
Menu
Employees






High Expenses 







No USP
Consistent Identity
Location


The fishbone diagram has highlighted some of the major problems facing MamaPut Kitchen and the day to day challenges faced in running the restaurant. 
I will discuss each of the problems listed below to give a clearer understanding of what they relate to and how they affect restaurants, in particular MamaPut Kitchen. Finally, I will make recommendation to conclude.

1. CAPITAL:
Lack of ‘Capital and investors’ is a looming problem and a major challenge for the restaurant. This I would refer to as a big problem. Lenders consider restaurants high risk and would normally demand a detailed business plan plus years of financial history before investing. Most lenders  always demand a high percentage of the business profit before they invest.
Banks and high street lenders only agree to give business loans to well established restaurants and not small restaurants like MamaPut Kitchen. The banks produce a ridiculously high interest rate making the monthly repayments impossible to achieve for small businesses and if care is not taken, these expenses can eventually lead to bankruptcy if the outgoings then become more than the incoming from the business.
Capital is required for the following:
· Expand the business
· Provide more seating space for customers
· Renovation to make the restaurant modern
· Provide toilet and urinary for the customers
· Improve the menu and introduce more options

       The owners have to research investment opportunities to help MamaPut and other restaurants    
       Increase its profits. Some private investments company’s provide loans (not the shark loans) or   
       Owners may rely on family members or close friends for financial assistance.
       It might be worth selling some of the restaurants products and African paintings and crafts in  
       restaurant to boost profits. 

2. The Menu
One of the common problems of the menu is having an over-reaching menu. Having a small menu rather than a large menu like we currently do in MamaPut Kitchen will reduce the preparation time and wait time for the customers. 
A smaller menu means fewer ingredients and makes the chef more focussed rather than cooking several dishes at the same time thereby increasing the chances of something going wrong. The chef is able to keep track and their expertise on the limited dishes will increase leading to customer satisfaction.
A smaller menu is easier to read.

3. Employees 
Employees can help to grow the business and at the same time cause serious problems for the restaurant. Employee presentation and cleanliness is very vital. A dirty employee will constantly make the restaurant look unkempt and unpleasant. Hard work and presentable staff should be employed only.

Some employees always feel they are always right. The phase ‘The customer is always right’ does not exist in their dictionary. As result they are constantly rude to customers and have no loyalty to the customer. It is important the staff are trained thoroughly and made to understand that a restaurant without customers is not worth staying open. A staff should be trained on how to attend to tables and how to carry and present cooked food.
The staff should also be made to take the Level 2 Food and hygiene course.

4. Failure to establish a consistent identity
Branding is an important cornerstone of every business reputation. Small businesses like MamaPut Kitchen make the mistake of developing an early identity which most people do not know and the restaurants then fail to remain committed and focus on a specific style of cuisine which they promote.
It is good to establish a target market then create a perfect atmosphere to attract the right customers. Branding takes passion, time and thoughts to be achievable. It can be cheap and does not have to be an expensive venture.
Technology has also made ways for restaurant brands to standout against the competition thereby providing unique experience in dining.
Be creative.

5. Not Having  A Unique Selling Point
A unique selling point gives the customers something to remember, it might be an item on the menu, the style of welcoming customers, the ambience or even the entertainment in the restaurant. The selling point can give the customer a positive emotional bond with the restaurant.

6. Location
The location of the restaurant is very important. A location that is hidden or not accessible becomes a problem and can never be guaranteed of regular inflow of customers. Making deliveries of food orders becomes a problem also as every delivery takes a long time. It is crucial to have a location that is close to the targeted clients to ensure a constant inflow of customers and orders. Location of MamaPut restaurant is not idle but the owners felt being in the midst of the popular Sunday market would be very profitable. They were wrong in that assumption. They failed to realise that the market was just a day of the week and most important clientele were the employees working in the area.

Investing in a bike delivery service will help in making delivery faster and the assurance that the food is delivered hot. A drive through service should also be encouraged.
An order line for food delivery should open an hour before the restaurant opens to ensure some take out orders are packed and ready to go out before the restaurant door opens to the public.

7. High Expenses
The Landlord tends to always increase the rent at the renewal of the lease. For small business like MamaPut Kitchen, this is always tough because the rent is already extremely high because of the city location. The business rate is also unbearable and the council for some reason are not sympathetic to small start up businesses. You are expected to pay a high business rate to the council and high rent which leaves the business with reduced funds to run the business and pay staff.

It’s a tough business world and the employers should do a thorough investigation before renting the place. Some of the properties are owned by the council and are significantly cheaper to rent from them than from the private landlords. 

 
Recommendation
Today, there are many Problem solving and Decision Making modules businesses can use to successfully resolve issues in a business environment. In this piece of work, John Dewey’s Reflective Thinking Process model and Rational Decision-Making Model were looked into and the SWOT & PESTLE analysis were use to illustrate problem solving. 

A restaurant like MamaPut may have  the best ambiance or serve the most delicious food in the city but if tabs are not kept on its strength, weaknesses or even identify the opportunities and threats the profitability of the businesses will suffer. That’s why conducting a restaurants SWOT analysis can serve as the best defence against losing ground to the competitors. A restaurant SWOT analysis can help to clear understanding on areas the business is excelling and also areas that need urgent attention.
However when carrying out the SWOT, we must remember 2 things:
· Strength and weaknesses are thing the business owners have control of
· Opportunities and Threats are areas that the owner has no control of but rather are factors whose impact can affect the business either for better or for worse. 
Both categories above provide a holistic view of where a restaurant stands in the competitive landscape.
 
SWOT analysis is flexible. It can be used by new restaurants to assess it’s position and come up with a strategy to move forward. It can also be used by existing restaurants to analyse a change in landscape and react accordingly. 

Whatever the size of a business or restaurant, PESTLE analysis can identify threats and highlights  opportunities. Restaurants in this modern decades are able to identify these opportunities and take advantage to improve their businesses. However, It should be noted that each assessments should be made with the customers in mind and the changes will be beneficial to the restaurants. 

Finally, the Ishikawa’s fishbone model should be used to illustrate the cause and effects of the problems in the business and the day to day challenges faced on a daily basis.







Conclusion
In conclusion, it is not possible for a business to go through operations without encountering any form of problem. Problems in an organisation are bound to take place and it’s the ability to solve these problems and make useful decisions to resolve these problems that differentiates between a successful company and a company looking to close down or struggling to succeed.  Some of the problems we discussed are applicable to all kinds of businesses while some are unique to some other businesses.  A business should be able to analyse all model of problem solving and decision making and choose a model that can be applied to the issue at hand bearing in mind that one model cannot be used for all types of businesses. 

It is important that the listed recommendations are looked into and loopholes are covered where applicable without losing focus on the main objectives of the organisation which are working efficiently and effectively, providing the best service to the customer and giving them an unforgettable experience.  These objectives should be applied by all members of the business in order to succeed.
In conclusion, problem solving and decision making should be all about the business advancement and all employees should invest their time and interest in enabling its success.
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