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INTRODUCTION.
Decision Making and Problem Solving are very common and important issues at our workplace today. Complex Problem can be defined: As collection of self-regulated psychological processes and activities necessary in dynamic workplace environment to achieve ill- defined goals that cannot be reached with routine actions.   However Adair, J. (2013) This book makes me to understand that decision making and problem solving involve the followings, the principles of effective thinking, which will help me to understand the way the mind work. Having a clear framework for the decision I want to make, I have to have awareness and understanding between decision making and problem solving, My ability to use a unified approach  for both decision making and problem solving, I have to update my creative thinking skills, so I can think strategically to analyse the problem well and make a good decision to solve the problem, I have to be ready to shear my professional knowledge and thinking skills across the board with other senior colleagues ,so the best decision will be taken to solve the problem effectively, Is also usually involved knowledge rich requirements and collaboration among different persons that make up strong team work force in organization that will come together brainstorm to help analyse the information, that help identify the complex problem in workplace to help my decision-making process.
CASE STUDY: ISS Facility Services my present workplace is a leading global provider of facility services, offering services on an international scale with leveraged knowledge and experience founded in Copenhagen in 1901.
ISS as organisation has nearly 500,000 employees and operates in 65 countries across Europe, Asia, North America, Latin America and pacific.
ISS Group’s revenue amounted to £73.5 billion in 2018 and more than half of ISS employees are based in emerging markets. Traded as Nasdaq Copenhagen: ISS with operating income: £4.226 billion in (2018) with Headquarters in Copenhagen, Denmark.


ISS Operations includes:
*ISS Facility Services
*ISS Facility Technical Services
*ISS Food Services
*ISS Facility Management
*ISS Cleaning Services
*ISS Security
*ISS Support Services
*ISS Healthcare Cleaning Services
*ISS Transport
*ISS Waste Management
ISS UK Employs about 4,000 staffs in ISS Facility Services- Transport Department with TFL Train Cleaning and Healthcare Cleaning in Hospitals.
In 2012 ISS Facility Services got a new five years contract with Transport for London (TFL) worth millions of pounds to clean the trains at train stations and train depos with London Underground in Northern Line, Jubilee Line and Piccadilly Line, Heathrow Terminal 4 and Terminal 5.
The total staffs on this new contract was about  2,000 at the beginning of the project after two years into the contract by 2015 a new manager was appointed by the management to head the operations in transport department of the organisation, After the formal familiarisation and tour of all the stations she’s heading as new operation manager, she decided to cut staffs from each London underground stations and train depos  to save money for the organisation because she said  the transport department was spending too much money on buying all the cleaning materials and staffs  wages payment.
Also, as part of new cost cutting and staff cutting strategy to restructure the transport segment of the 
Organisation she introduces: ZERO- HOUR CONTRACT to my workplace ISS transport department.
The zero-hour contract strategy did not work well, because most of the staffs with zero-hour contract were often absent from work because they were not motivated by the new manager, And the few staffs that were left could not do all the work because some staffs has been cut.
The new zero-hour contract and staff cutting strategy that was introduce by the new manager was not working well and has now become complex problem for ISS Transport department and ISS as a big organisation. However, because the contract was five years and we still have three years to finish the contract she must find a way to solve the zero-hour contract problem to keep the job done effectively at the ISS Transport department.
* Now I must define the problem Zero- hour contract:
* ZERO - HOUR CONTRACT: Is a type of contract between an employer and a worker, where the employer is not obliged to provide any minimum working hours, while the worker is not obliged to accept any work offered depending on the jurisdiction and conditions of employment.
* THE ORGANISATION PROBLEM IS NOW IDENTIFY TO BE ZERO- HOUR CONTRACT.
*  TO PROPOSE A RANGE OF ALTERNATIVE SOLUTION TO FIND OUT THE CAUSE OF THE PROBLEM AND TO SOLVE THE PROBLEM
* Fish bone analysis will help to identify the causes of the problem
*{4 M} Man, lack of motivation, Poor Training, Poor Management
* Materials, cheap low-quality material, moping sticks, low quality cleaning chemicals bad suppliers
* Methods, retrain staff, process not be following
* Machinery, deep cleaning machine broken down, spear parts not yet arrive resulting to poor and bad service generally to our client TFL.
*{4S} Surround, system, supplier, skills.
* Cause of the work place problem was zero- hour contract.
* Who is involved, zero-hour contract staffs, other staffs with old contract and the management.
* What happened was that the new project manager wants to restructure the transport department of ISS as organisation by cutting staffs and introduction of zero-hour contract.
* Now the management must come together brainstorm have meeting to find solutions to the above organisational problem in ISS transport department.
* Internal and External Factors of both SWOT ANALYSIS / PESTEL ANALYSIS will be use by the organisation as frame work to solve this problem.
* SWOT Analysis is a framework used to evaluate a company, s competitive position and to develop strategic planning that will enable the organisation to assesses internal and external factors, as well as current and future potentials  these factors include:
* STRENGTH
* WEAKNESSES
* OPPORTUNITIES
* THREATS
One of the primary objectives of SWOT analysis is to help organizations to develop a full awareness of all the factors that are involved in a decision making. (Learned, E.P.1960s) organisational business icon.
· INTERNAL FACTORS:
STRENGTH AND WEAKNESSES: Refer to internal factors, which means the resources and experience that are currently available to my organisation for instance:
· Financial resources that will consist funding sources of income, investment opportunities.
· Physical resources that includes locations, facilities, equipment.
· Human resources which includes employees, volunteers, target audiences.
· Access to natural resources, that regarding trademarks, patents and copyrights.
· Current processes of employee programs department hierarchies, and software systems in the organisation.


· EXTERNAL FACTORS
OPPORTUNITY AND THREATS: External forces influence and affects every company, organization and individual. Whether these factors are connected directly or indirectly to opportunity or threats, it is quite important to take note of and document each one.
External factors specifically talking with reference about things you or your company do not control for example:
· Market trends, new products and technology, shift in what people want.
· Economic trends that involves local, national and international financial trends.
· Funding, donations legislature and other sources.
· Demographics / ageing population.
· Relationships with suppliers and business partners
· Political environment and economic regulations.

After talking about the internal and external factors of SWOT analysis i will need come up with some recommendations and strategies based my findings/result. 
‘’ Linda Pophal, owner and CEO of Strategic Communications consulting firm said these strategies should be focused on leveraging strengths and opportunities to overcome weaknesses and threats. www.businessnewsdaily.com ‘’
’’ According to pophal this is the area of strategy development where organizations have an opportunity to be most creative and where innovation ideas can emerge, but only if the analysis has been appropriately prepared in the first place’’



































 

SWOT ANALYSIS / PESTEL ANALYSIS will be used to analyse the information that will help identify the problem to help inform the decision-making process.
*STRENGTHS: 
- We look at things that the company does well.
- Qualities that separates you from your competitors.
- Internal resources such as skilled knowledgeable staff
- Tangible assets such as intellectual property, capital, proprietary and technologies
*WEAKNESSES:
- Things my company lacks
- Things our competitors do better than us as organisation.
- Resource limitation
- Resource limitations
- Unclear unique selling proposition
* OPPORTUNITIES
- Underserved market for specific products
- few competitors in my area
- Emerging need for your products or services
* THREATS
- Emerging competition
-  Changing regulatory environment
- Negative press/ media coverage
- Changing customer attitudes toward our company


* PESTEL ANALYSIS:
 - This are framework used to analyse and monitor the macro-environment factors that may have a profound impact on an organisation’s performance. This tool is especially useful when stating a new business or when organisation is entering a new foreign market. 
It is often used in collaboration with other analytical business tools such as SWOT analysis to give a clear understanding of a situation and related internal and external factors.
· PESTEL ANALYSIS FOR ISS FACILITY SERVICES AS ORGANIZATION
PESTEL analysis: Is a tool used by organisation to identify the macro external forces facing an organisation. The letters PESTEL stands for Political, Economic, Social, Technological, Environmental, and Legal.
POLITICAL FACTORS THAT IMPACT ISS: These factors are all about how and to what degree a government intervenes in the economy or a certain industry. Basically, all the influence that a government has on your business will all be put into consideration here. This can include government policy, political stability or instability, corruption foreign trade policy, tax policies.


ECONOMIC FACTORS THAT IMPACT ISS:  Here the organization will be talking about how they are doing economically regarding their financial performance which will directly impact on the organization profitability. Also, will include factors such as interest rates, employment, unemployment rates, cost of raw materials and foreign exchange rates.


SOCIAL FACTORS THAT IMPACT ISS: These factors are where the organization must focus on the social environment and identify emerging market trends that will help the organization marketer to understand their customers’ wants and need at a time.
It also includes such factors as change in family demographics, levels of education, cultural trends, change in attitude and change in lifestyles.

TECHNOLOGICAL FACTORS THAT IMPACT ISS: These factors consider the rate of technological innovation and development that could affect the organisation. These factors includes changes in digital technology, automation, research and development, however there is often a tendency that the organisation will focus more on developments in digital technology in for instance the payroll department introducing online payslip for all the staffs .But  also give consideration to new methods of distribution, manufacturing and logistics.

ENVIRONMENTAL FACTORS THAT IMPACT ISS: These factors relate to influence of the surrounding environment and the ecological aspects also with rise in importance of CRS (Corporate Sustainability Responsibility) this factor is becoming more importance because of climate change as we are experiencing today globally.
Also, more and more organisation is making recycling as important way of doing business that includes carbon footprint, waste disposal and sustainability.
LEGAL FACTORS THAT IMPACT ISS: These where an organisation must understand what is legally allowed within the country or countries the operates their business operations. Here we are talking about  common laws that govern the civil society, cooperate laws that govern big organisations and Small Businesses Enterprises ( SMEs ).The organisation must also be aware of change in government legislation and how it can impact the organisation business operations, These factors such as employment legislation, consumer law, health and safety, international trade regulation and restrictions in the  country where the organisation operates their business operations ,however all legal factors of an organisation must be complied  with,  to make  ensure good ethical business practice as  big organisation or SMEs.





















ZERO -HOUR CONTRACT: A COMPLEX ORGANIZATIONAL PROBLEM IN ISS FACILITY SERVICES 
PROBLEMS OF ZERO HOUR CONTRACT

In this scenario, I will be talking about complex problem in my workplace such as
ZERO – HOUR CONTRACT: In my workplace zero hour contract  has become a big complex problem because most  of those  staffs that  are working under zero hour contract are very worried about the future and insecurity of their job  in most case such staffs  will be given short term zero hour contract by our company or they will have some agreement with registered Agency to provide zero hour contract agency staffs. 
WORKPLACE PROBLEM AND ITS ANALYSIS:
SWOT ANALYSIS: Will help me identify the followings key factors in the organisation.
* STRENGHTHS
 *WEAKNESSES
*OPPORTUNITIES
*THREATS 

 This will also help me to identify the positive factors, Internal and External factors of the organisation.
Cause of the problem, I will use fishbone analysis to identify the causes of the problem.
The nature of this problem in my workplace is quite big and is affecting the  organization in a negative way because some of the zero hour contract  staffs  don’t  come to work because they know their job can finish anytime and can be told not to come to work the next day, so the work moral is usually low resulting to low work out from such staffs to my workplace and from my experience it is resulting to low productivity in our workplace . Sometimes some of the agency staffs will not want to come to work because the zero-hour contract, so as a result we will be short staff resulting to low productivity in our workplace because we are not able to do the whole job as required.
Because of the nature and often re-occurrence of zero-hour agency staffs not coming to work as required and we as permanent staffs are too few to do the job, our managers must call for a meeting to find solution to solve this workplace problem.
 Bad materials	Poor personnel training to cost saving.
Low quality work
Short of working materials
Bad suppliers		Poor job performance.
		Shifts not organise.	Bad leader
  Staffs working in rainy weather
Poor and bad health and safety for staffs.

	Client not happy
Lack of new uniform
		Low work motivation
Am using this fishbone analysis to show how zero -hour contract can be a big complex problem in an organisation.

SOLUTIONS TO THE ZERO – HOUR CONTRACT ISS ORGANISATION PROBLEM.
· ISS top managers will have meeting to discuss about the problem and make decision
· All the top manager will analyse the situation and put forward their new strategy going forward
· All members of staffs must train with all the necessary skills need to carryout good ethical operations and good job foe client.
· All zero-hours contracts to be changed to permanent contracts
· Increase of staff’s wages with 2% yearly for all employees.
· Subsidise travel ticket for all employees.
· Change the present manager that introduce zero-hour contract to ISS as organisation
As part of the new strategy to make business operations change for better to make profit for ISS as organisation and client satisfaction with job delivered.
· Appointment of new manager to follow the new strategy that will help the organisation grow with good tract records that will help ISS organisation to get future contracts with TFL.

· EVALUATE AND TAKE THE BEST DECISION FOR ISS ORGANISATION

· One of the best decisions was to give all employee permanent contract

· Change the present head of ISS transport operation manager

· Appointment of a new manager to implement change of strategy that will make the client happy to enable the organisation to get future contracts with TFL for the company growth and profitability.

· BEST DECISION FOR ISS TRANSOPRT OPERATIONS TO SOVE THE PROBLEM INCUDES:

· Change in leadership head of operation manager

· Given all employees permeant contracts

· Pay rise yearly with 2% 

· [bookmark: _GoBack]These new ISS Transport organisational strategy will be communicated to all the top management stakeholders .
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