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INTRODUCTION


In this essay I will be looking at a problem that has taken place in my place of employment. I will also be using different tools and techniques to solve this complex issue. The problem-solving tools which I will be using are, mind mapping, brain storming, and fish bone diagram.  These are some of the problem-solving tools we were taught in our PRS class by our lecturer. I will be solving this problem using a positive solution and the best outcome for everyone that has been affected by this unfortunate issue.
There are a vast number of ways one can solve a problem it involves critically thinking about the problem and looking at different alternative ways in which one can solve their complex issues. Problems will ultimately rise in any environment, the key thing one must always remember is that you can solve any problem successfully if you use problem solving tools and techniques.  Kahneman, D (2011) If one is utterly focused on one task it can ultimately blind them in a sense because they are focused solely on that one task in hand. Problem solving tools and techniques are needed in order to have a smooth and problem free workplace. 
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ISSUES ARISE AT A GP SURGERY 
 We will look at a problem that has taken place at my GP surgery, there has been a substantial rise in calls that have been made by patients who wish to book appointments with their choice of days and times of when they wish to see a practitioner. This has been impossible since all patients wish to have their appointments as soon as made possible, not waiting longer than a week. Previously patients would call the surgery and book appointments that were available, previously that would be a few weeks in advance. Patients have been calling the surgery as soon as it opens leaving the phone lines impossibly busy thus other patients cannot get through to book their appointments. This has left staff overworked and unable to take all calls that were coming through to the surgery. Patients were left to feel that their calls were being ignored and have ultimately taken their frustrations out on the reception staff. This has left staff members resigning or feeling demotivated to stay and work within the practice. The surgery was under immense pressure to tackle this issue as it was affecting their staff members wellbeing as well as patient dissatisfaction.  
 I will be using some of the problem-solving tools and techniques that we have been learning in class. Maund (2002) Important decision must be made on how to deal with this problem, one must criticize their solutions weighing up all options available.                              




BRAIN STORMING
Brain storming is a very quick and easy tool to use. Brain storming is essentially when you make your brain come up with new ideas to solve an issue, one generates ideas putting them in paper or a computer. Wilson (2013) One will write or type their idea or an issue in the center of a bubble and have lines coming out outside of the bubble with ideas and thoughts around that issue. 
I have brainstormed what the potential causes for why patients were not be getting an appointment when they call the surgery. (www.mindmaster.io)This is a profoundly creative problem-solving tool. The main purpose of this problem-solving tool is to solve any issues that have risen or any potential problems that may arise in due course.  
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MIND MAPPING
Mind mapping is a tool that is like a brainstorm, but mind mapping is more detailed than brainstorming. Mind mapping when used will challenge you as well stimulate your thoughts to think outside of the box. Mind mapping used by the brain that catches thoughts and ideas that occur in one’s head which helps you to collect knowledge and remind you. It is a diagram to visually capture your thoughts and ideas. (study.com) Mind maps are used to help you have a better understanding of information. It is like brainstorming, but it is more in depth with more solutions to what the problem may be.
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Fish bone diagram

Another problem-solving tool is fish bone (Ishikawa) cause and effect diagram. Dr Kaoru Ishikawa who was credited for creating this invention to help employees find the causes and effects of a problem. (www.whatis.techtarget.com) This tool will help visualize and identify the problem and allows you to think through what the possible cause of a problem may be which will primarily show you the root cause of the problem may have encountered, (www.improvement.nhs.uk) you then organize and put them in groups where appropriate to help you achieve a successful outcome to your problem. This tool is undoubtedly a very good tool to use when trying to overcome issues in a workplace environment. By looking at this diagram one can see that using this tool will find you the possible causes to an issue. All of these play a vital role in why patients cannot gain access to the surgery to allocate an appointment. If we look at those clearly, we can manage them to the best of our ability and find solutions to overcome these issues and tackle them in a concise manner.
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THE POTENTIAL PROBLEMS

Here I have demonstrated what the possible reasons for this problem surfacing in the surgery. The surgery is busy with phones constantly ringing as soon as phone lines are made available. The nearest appointments are booked as soon as the first few patients call up thus leaving other patients put on hold for considerable amount of time. One must try and resolve this issue by tackling when patients call the surgery and if they can offer appointments any sooner than planned. They must involve all in some way to the possible cause of the problem.

THE SOLOUTION

First solution to be suggested by the staff and managers at the surgery was to recruit more staff members and provide more telephones so that more calls could be answered. But this would not tackle the other issue of the appointments getting booked up as soon as calls were taken. This would leave other patients having to wait up to 5-8 weeks in advance for appointments. This solution would not suffice, patients would still be dissatisfied but on the contrary staff would be able to manage more calls as there would be more of them. This idea was put aside, and the second suggestion was to have patients call the surgery with the understanding that only patients with high priority regarding their concerns would be excepted. Patients would call and leave a message and staff would get back to whoever deemed appropriate for a call back. This was not going to work because they would have far too many patients’ messages to get through which could take up all their day. The final solution was far more realistic in terms of it working out in favor for staff at the practice and patients.
The final solution would tackle both issues of patients getting through to the surgery as well as getting appointments on the very same day. More staff have been recruited as well as trained to answer calls from concerned patients wishing for their medical concerns being adhered to. The solution was to suggest that patients call in the morning with their concerns, they get booked in to get a call back from a medical practitioner on the same day. Medical practitioner would see if the patient needs to be seen, if the medical practitioner feels that they need to be seen at the surgery they will book them in with an appointment and see them the very same day. 
 When this idea was trialed, it put a lot of pressure on the medical practitioners as they were the ones who had to adhere to make the appointments on the given day, making sure to leave plenty of time in their day for more appointments from other potential patients. After an initial set back managing to answer most of the calls, wait times for getting through on the phones reduced as there were more staff members on the phone as well as staff keeping the calls short so that other calls could come through. After a few weeks’ patients were more content and applauded this new way of booking appointments. This has helped tremendously in terms of patient satisfaction as they were now pleased that a doctor or nurse would call them back on the same day with either advice on their medical concerns or will book an appointment for them. This idea has been utilized now for a year and it is very successful,
Previously patients called and got booked into the available appointments which could be a good few week away. Patients who were often sick and unwell had to wait. We had to come up with a solution as we were losing patients who registered elsewhere. 
At first, we need to clarify and be clear on what our problem was and how we wish to solve it. Morgan (2017) One must frame the problem so that everyone is clear from the onset what the issue is.
 


CONCLUSION

I can conclude that in order to solve complex issues that we will encounter, we must use the problem-solving tools and d techniques to solve our complex issues. If used correctly one will always find a solution to their problems. All the problem-solving tools and technique used here are effective in their own potential way. The problem-solving tools all show the possible reasons to the current issue and why it may have surfaced.  Unnecessary or excessive worrying about a potential problem is not going to make them disappear you will be left to feel anxious, depressed and unfocused on you job and personal life. Instead focus with a clear mind and focus on the issue then with all your might work towards a goal of solving this. Effective problem solving is much needed if one wishes to go on and lead a stress-free life. Problem solving needs to be looked at as a challenge to test your ability not to make you feel drained and feel like it is unachievable. One must fill their thoughts with positivity thus you will attract the same energy back. One must think outside of the box to enhance their problem-solving skills with confidence and vibrant energy to take on all of life’s challenges with their strong mind set that all problems have a solution. When we face our challenges instead of ‘burying our head in the sand’ we will become confident individuals in our home life as well as in the workplace environment. 
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