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Abstract

During this report I will be exploring what a complex problem is and the potential complex problems that one may face when working in a care residential home or perhaps what some of us including myself have already experienced in our various places of work. I will then be looking at ways to possibly solve them or at least improve them a little until a proper plan has been set in place. I will also be talking about ways of monitoring this new implementation in order to have and run a successful care residential home.
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1. Complex problem in the workplace including its scope and impact. 


“Complex problems are typically defined as those that include the ability to approach them from multiple, sometimes competing, perspectives and which may have multiple possible solutions.” (Complex or 'Wicked Issues', 2022)

A complex problem in a healthcare setting such as a residential home or care home, is commonly a shortage of staff or assigning the wrong number of staff to the sections that may not require the number of staff assigned. This could then lead to staff workload increasing impacting the healthcare practitioners’ motivation, mental and physical health as they are having to possibly do a job which could require two or more people. They may have to carry out such tasks for example, personal care for a service user who requires to be fully hoisted or perhaps assisting a service user who may have aggressive tendencies towards staff. Therefore, this could have an impact on the safety of the service user and practitioner as hoisting wrongly for example could cause potentially cause the service user to slide through the sling and fall or could cause severe injuries to the practitioner such as hurting their back. 

Another complex problem in the workplace is having little to no vacation time. Having little to no vacation can increase the levels of exhaustion in a professional when working in a healthcare setting. Therefore, decreasing the quality of care provided to the service user, such as forgetting to attend to their personal needs for example, changing their pads and assisting them to the toilet which could potentially cause issues such as pressure sores in the service user. Another impact this could have on a professional is that they could develop a physical or mental health condition due to not having time to recharge themselves and the burnout levels would then increase and eventually make the professional less valuable to the company. However, this may also cause professionals to leave their roles as they would not feel valued by their companies and may feel like their managers may not recognise how hard they work or how well they work when given reasonable time off.





2. Analyse information on the identified problem, to help inform the decision-making process; propose a range of alternative solutions to the problem. 
The first problem identified in healthcare settings such as the residential home I work in is lack of staffing or perhaps over assigning staff to the wrong sections, meaning perhaps there is enough staff however, they have not been assigned properly on to the right floor or section. This therefore causes an imbalance in the workplace and an increase of workload in one section and a decrease of workload in the other. This could then cause the professionals working in the section with less staff to feel as though they are being treated unfairly and complain. A way this could be solved is by having management revaluate both floors in the setting, the care level each service user may require and therefore assess staffing effectively and then being able to evaluate if there is need of hiring more healthcare professionals or if they need to get agency workers to cover the gap and lessen the stress amongst staff.
The second identified problem is having little to no vacation time. In the healthcare setting there are practitioners who are in different life stages and practitioners with responsibilities of children or being carers to for example, a family member. Having little to no vacation time can be a massive issue as it could feel as though they are being over worked and they have no personal time for themselves and other responsibilities and commitments they have outside work. This could have a negative impact on the practitioners and could encourage them to leave the company and find another employer who they are more understanding of people’s circumstances and that their life does not revolve around their roles. The managers could offer to have a discussion with the healthcare practitioner in order to understand where the actual issue is and a potential way to solve this could be by going over their contract and making sure that the practitioner is only working their contracted hours. However, the manager would also have to make sure that only a certain amount workers would be approved holiday at the same time.  This would prevent other members of staff having to overcompensate for the people gone, such as making sure that a maximum of 3 to 4 people go on holiday at once.



3. Use a decision-making technique to evaluate a range of solutions to identify the most appropriate option.
The decision-making techniques I felt appropriate to evaluate the range of solutions I identified is PMI decision making tool which stands for Plus, Minus and Interesting. PMI was developed by Dr. Edward de Bono, who referred to it as a “proponent of lateral and critical thinking” in his book De Bono’s Thinking Course. This decision-making tool is a form of brainstorming, decision making and critical thinking, it is believed to be used as a way of encouraging the analysation of ideas, concepts and experiences from different views. The reason I felt that this was an appropriate technique to evaluate the solutions provided in the previous section is because this tool evaluates the strengths and the weaknesses and the implication of one’s decision. For example, having the issue of lack of staffing in a workplace could have negative impact on a company not only the healthcare practitioner as they could eventually burnout and therefore stop or decrease their productivity of good work which would them impact the company as service users or their family member may start to complain as they may feel as though they may not be receiving the best care possible. In which case, PMI would enable the employer to evaluate the situation; the positives and the negatives and give them the opportunity to do right by their employee and the service user and view the situation from the healthcare practitioners view such as not having enough time to rest, constantly doing long hours etc. This would then enable the employer to evaluate their staffing; whether it is a matter of hiring new staff or evaluating the number of staff they already have and how they could be utilized more effectively in order to reduce the workload from a particular section for a more efficient work production.
The PMI tool can also be used in order to identify the most appropriate option when exploring the impact of having little to no vacation time. Having little to no vacation time has been proven to impact individuals stress levels, overall physical health but most importantly their mental health in a negative way, this is because an individual does not get enough time to rest. Researcher De Bloom (2011) stipulates that holiday play the role of rest enabling the healthcare practitioners to recover from work. A solution to this would be making sure that everyone gets a reasonable time off each, spaced out over the year in order to avoid having too many people on holiday at a time therefore impacting other member of staff’s holidays. An effective way of carrying this solution out would be creating a system where everyone leaves their holiday request and ensures that it does not overlap on the same departments.

















4. Develop a plan for implementing the solution; communicate the plan to stakeholders; a plan for implementing the solution.
The first plan would be for the senior members of staff such as CTM’s and the floor manager of the care home or residential home to have a meeting with their managers, service users and service user’s family members to discuss the issues they have witnessed, their concerns and worries. This will give a better and broader picture of the different things that could be done better such as hiring more staff in order to decrease the pressure from the healthcare practitioners. The stress levels of healthcare practitioner’s can sometimes impact the service user’s mood especially in the morning due to the non-verbal language that our bodies and facial expression sends, our verbal language can also impact the service user’s willingness for a practitioner to assist them with their daily routine. An exhausted healthcare practitioner is as useless as a soap dispenser without soap, this is because they are unable or not as able to serve their purpose. 

The second plan in terms of staff having little to no vacation time has been argued to have impact on an individual’s physical and mental wellbeing. Ways that this could be improved according to an article written called The Value of Worker Wellbeing published by Sage Journals, is by implementing strategies with reasonable paid leaves, support for workers returning to work after their injuries including good management of disabilities, chances to gain higher wage, a better autonomy, flexibility, and control over job tasks, improvements to the organization of work and the structure of the jobs. Also, the work environment regarding one’s physical health and accessibility to health care coverage. Despite some of these strategies being predominantly focused on bigger companies and employees, this strategy is believed to be applicable to smaller businesses too.

Overall, a strategy called TWH (Total Worker Health) is an approach which identifies and engages different aspects of organizations who share the same goal of improving their employee’s safety, health and wellbeing, as well as human resources, benefits design, return to work programs, disability management, occupational health, risk management, health education, corporate social responsibility, equal employment opportunity and business strategy.






5. Assess appropriate monitoring and review techniques to ensure successful implementation of the solution.

An appropriate way of monitoring the problems, solutions and plans that I have previously mentioned is by making sure that every 6 months the company sends an individual from the head office to pop into the residential care homes for audit visits where they monitor and observe the way things are being run. They will also look at improvements that have been made in the last 6 months and carry out staff interviews where opinions and experiences get recorded. They would also review the home’s books and random service users’ notes ensuring that they are being cared for appropriately and that there is no need for concerns. Also, by interviewing the service users and their families to also get their view of the running of the homes whether they have noticed any improvements and if they have any concerns, if yes, what are their concerns and how long have these concerns been going on, have they been brought up with the care managers and what actions were taken during this time. Also, making sure that carers are not doing more than 3 to 4 long days a week in order to avoid mental and physical burnouts.

Lastly, another implementation could be to install more technological monitoring devices such as wall televisions, which would show which service user needs assistance and what section they’re in, making it easier and quicker to get another healthcare practitioner to them so that they can assist them with their needs. Research conducted by Robinson et al. (2007) and Niemeijer et al. (2010) explores the implantation of technological monitoring devices in a care home and the potential use.



6. Conclusion 

In conclusion, complex problems can be found in all workplaces including residential care homes. Complex problems can be solved in various ways and multiple different approaches can be used to solve any one problem, for example, lack of staffing. This report has enabled me to explore ways of implementing changes. The changes that need to be made maybe picked up on during one of the 6 monthly audit visits or through an informal complaint by any family relative. Either way, all highlighted problems need to be dealt with properly by either expressing ones concerns with the care manager or the Care Quality Commission who would investigate the concern and implement actions to be taken. This also enables the carers to hold their managers accountable if they have experienced no changes in the running of the home. 
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