




Problem Solving and Decision Making

“A positive attitude may not solve every problem, but it makes solving any problem a more pleasant experience.” -Grant Fairley
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TASK 1 - ROLE PLAY ON MS TEAMS

UNHAPPY EMPLOYEE AND HELPFUL MANAGER


(Mirela) - Nicoleta, did you get a chance to read your evaluation yet?
(Nicoleta) – Yes, I did!
(Mirela) – Would you like to go ahead and discuss it now?
(Nicoleta) – Sure, let’s go over it right now.
(Mirela) – Okay, Nico, before we get started, as I mentioned in the evaluation, I believe that 
you can be an excellent fit for this position if we can address the areas I have outlined in the 
evaluation.
(Nicoleta) – Well, I appreciate that. However, I am afraid I have to disagree with your 
evaluation at all.
(Mirela) – Okay, could you be more specific and tell me what areas of the evaluation you 
disagree with?
(Nicoleta) – Well,  let’s see, you said: She needs to strive to deal with the guests 
professionally.
(Mirela) – Nicoleta, I can understand that sometimes, it might be super busy at the restaurant. 
But it is imperative to your job to deal with our customers respectfully and in a professional 
manner.  So, please, could you tell me what the reason for complaining is?

(Nicoleta) – Many customers like to complain, you know that! Most of the time, it is 
disappointing service and waiting time, so the customers get arrogant or even aggressive.
(Mirela) – As I noted, there are multiply complaints. How are we going to resolve these 
issue? What are your suggestions in such circumstances?
(Nicoleta) –  When I first realise I am dealing with an unhappy customer, I usually take a few 
seconds to breathe, stop talking and listen to the customer. Then, I try to ask questions and 
avoid responses like “I don’t know anything about that. Instead, I try to get all the facts I can 
and then promise them I will assist them. 
(Mirela) -  That is good but is not enough!
(Nicoleta) – Okay, then. Could you tell me how I could perform my self in this situation? 
(Mirela) –  Certainly, I am here for it! So first of all,  never make promises you won’t be able 
to keep. Instead, get help from someone who knows more, is calmer or has more power and 
authority.  Also cautions against handling every complaint by offering “free this and free 
that,” but there may be times that providing some compensation is necessary.
“For instance, if the issue is due to an error on your part, it may behove you to do something 
extra for the guests”. It might be a voucher for a future meal, a Freebie Appetisers or Drinks.
(Nicoleta) –  Okay, I see you have a point, but how about waiting time? A customer is usually 
displeased because of a waiting line. 
(Mirela) – I understand this. It isn’t much you can do about that except let them vent. You 
can, however, make eye contact and nod while they do it, showing that you don’t take their 
opinion lightly. And always, keep the basic rule of customer service - the customers are 
always right!
(Mirela) – I know that last weekend you had a problem with one of our regular guest. Could 
you explain the entire situation and how did you solve it?
(Nicoleta) – Umm, yes! I have got the wrong order, and the guest becomes very frustrated. 
However, by the end, I managed to handle this issue.
(Mirela) – Well done! Next time be more cautious with details. Handling angry customers is 
difficult, but it’s not impossible. The most important thing you can do is let the customer vent 
their frustrations. Then, meet them with respect, patience and empathy.
 (Nicoleta) – Indeed, I have to acknowledge that I was highly exhausted the last two months, 
and that is why I am not able to concentrate 
(Mirela) – Well, in that case, I could advise you to request few days off and reset yourself. Is 
there anything else you feel like we need to discuss?
(Nicoleta) – No.
(Mirela) – Fine! We will go over these issues and see what improvements you have made in 
about one month. Thanks for your time!
(Nicoleta) – All right then, thank you for your consideration!
(Mirela) – Thank you!



TASK 2 INDIVIDUAL REPORT


According to the situation above, I have suggested few strategies to resolve these circumstances, 
which could be helpful in the workplace.
Develop trust in your team;
It is critical to focus on building trust as you assemble and pull together your team. Creating an 
environment in which team members feel free to express their thoughts, concerns, and ideas. It will 
help you in a variety of ways:
· The team will immediately notify you of any issues or problems.
· The team will feel free to express concerns and assist you in identifying risks earlier. The team will contribute and assist you in finding solutions.
· It generally works best to make an open environment, where everybody contributes sincerely and unreservedly. For this, you should be straightforward and act naturally, try to be powerless and uncover when you come up short, or don’t have an answer yourself.
Another thing is to create an open atmosphere where colleagues don’t hesitate to impart right 
away. This is essential to such an extent that it merits its point. Your group assembling needs to spin 
around making this environment. The regular dread that your group won’t hear you out in the event 
that you concede shortcoming, absence of information or some other sort of apparent 
disappointment is unwarranted. As far as I can tell, your group will acknowledge you quicker and 
appreciate you for your trustworthiness on the off chance that you are open about these things. 
Returning to my past illustration of the weak task, the numerous hours going through with the group 
on the building site and gaining from them took care of no doubt. They adored appearance me how 
to do information link terminations, fix the gadgets in the bureau and so on. This united us so close 
that years after, we stayed in contact, even though most were generally on from the organisation we 
worked in. During this cooperation, the group acknowledged  that they could consider me 
whenever a genuine issue happened, and we generally concocted the arrangements together.


Some Basic Approaches

1.	Determine the Problem - The first thing in problem-solving and decision-making is 
establishing the issue we have faced. Most often, new managers will respond to what they think the 
problem is rather than recognising what the actual problem is. By fixing the problem, we perceive a 
different picture of what is going on and solve it. Interaction with others facing the problem is 
significant; we must not accuse anyone as the problem may not be a human error but perhaps a 
technical or even a weather element. 

2.	Look at Possible Causes - Bouncing off from the first point, find out what could be creating 
the issue. Again, it is vital not to blame one or more people but to get their penetrations into the 
probable cause. For instance, if a presentation document is missing or lost, do not automatically 
presume that it did not finish or that the person lost it. Perhaps it could be a technical failure (for 
instance, hard drive crash, power outage, Etc.).


3.	 Encounter Alternatives on Solving the Problem - Naturally, begin cultivating several ways to 
resolve the issue. To go with the example before, detect if there is a backup copy for the 
presentation. If there is not, try to find the most up-to-date.
  
4.	 Determine Solution - Subsequent considering ways to resolve the problem, determine a 
solution that will work properly. Start with solving the immediate answer first (in the example, the 
lost document) and expand additional if the problem may exist further.

5.	Select the Action Plan - This essentially involves follow through with the chosen solution, 
using care of knowing what steps we will use and who will be responsible for those steps. 
Furthermore, note how long the solution will take for all individuals and plan consequently; make 
sure to report those concerned about what efforts are being exerted and what you anticipate the 
result to be. 

6.	Monitor and Check the Solution - Recently minted project managers may sit behind at this 
point, convinced that their action plan is being shipped out. It is the wrong approach, as new 
problems may arise or a failure in conversation may arise. 
Although, after the solutions are settled in place, it is crucial to be conscious of how keys are 
managed and ensure it runs. There should be a clear conversation with the employee in the lost file 
model on how the assignment is of either recovering or restarting the project is going. Offer 
supplementary assistance if required; in terms of a technical issue, ask the tech to maintain how 
things are working. 
 Taking some basic steps to problem-solving and decision making is helpful in the role of a new 
manager. Creating a strategy for resolving a problem and then making the decision in the outcome 
make for better managing the whole project team.

Decision-making process:

Essential questions To advance the proficiency that you can ask yourself before starting  an 
evaluation:
•	Have I appropriately examined and determined the problem at hand?
•	What sources do I use or need to use to obtain all the relevant data required to decide or 
resolve the problem?
•	Whom can I involve to give input or act as a sounding board to solve a problem?
•	Have others pursued me as a consultant for input, analysis, process support, or direction?
•	Are the statements verifiable facts and not assumptions or opinions?
•	What is the track record for making correct assessments and decisions?


To withdraw from overdoing conclusion quality and problem-solving, ask these questions:
•	Am I becoming paralysed by overanalysing?
•	Am I too concentrated on detail and missing the big idea?
•	Am I too stubborn and slow to negotiate?

From my perspective, whether you are a director for a large corporation or a small business owner, 
here are some of the most efficient ways to solve an issue at the workplace.
Problem-solving needs transparent communication where everyone’s matters and points of view are 
easily expressed. It is not simple to reach the matter’s root promptly when somebody does not speak up.
Indeed, a conversation is an essential requirement. That is why when those implicated in the problem 
would instead not expose themselves – worrying that it may threaten the job or expose own or 
someone else’s wrong-doing – the problem-solving process converts a treasure hunt. 
Efficient communication towards problem-solving occurs because of a leader’s capability to promote 
a welcoming dialogue between people who trust their intentions and feel that they are in a protected 
environment to share why they consider the problem and specific answers.
Since all voices have been heard and all points of view estimated, the leader can collectively map out 
a path is approaching a viable and sustainable resolution. 
The bravest thing that can be done when a problem occurs is to try to figure out the solution alone; if 
there is an idea of how to solve the problem, excellent! Please share the opinion with the team, and let 
other people share what they think. You never know what might happen.
If someone suggests a solution you disagree with, think about it and ask others what they consider. 
Moreover, though this is not something you would think of, it just might work. Keep an open mind. 
Listen to everyone, and respect everyone’s viewpoint.
Seldom the best things happen when we least expect them. The same goes for perseverance. Allow 
everyone to share their approaches, and you never know what might come out of it. Maybe the wildest 
idea resolves the problem. Be open-minded, always.
Sustain a professional attitude and ensure that everything is documented correctly. Documenting 
everything will allow you to solve other problems much more quickly and easily. It would help if 
always recorded verdicts, whether they are positive or negative.
With a positive mind and a great team, everything can be settled. It will take time and much hard 
work, but it can be.
 Most importantly, never concentrate solely on the problem at hand; always focus on the solution.  










Conclusion:


The managerial problem-solving process is a never-ending cycle of planning, doing, checking, and
acting, all while monitoring the situation and outcomes. Managers make changes to their evaluation as
needed so that the team can continue to work toward the solution that will lead to better business
results. In the conclusion of this project, we could denote that any problem can be solved as long as it
is approached according to a well-established process. For instance, Nicoleta, an employee, at the
beginning of the dialogue was frustrated by the evaluation of manager Mirela but finally regained her
composure starting from the detailed analysis of the manager. Therefore, Nicoleta agreed with the
manager's assessment, and this is due to the fact that the manager tried to make her feel safe but at the
same time to understand that this is not a problem that cannot be solved.  The significant thing is that
the Manager was very transparent but at the same time straightforward. It is vital to be a good
communicator in  such circumstances.
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