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            Executive Summary



This report has been designed in order to demonstrate the skills and knowledge should have, as a manager, in solving problems and making a decision.
As an introduction will be presented the subject of this report that will lead to the main body, where it will be talked about the different methods and theories to be used that can help a manager to go through the problem solving and decision making process.
In this report must be included a range of sources used to demonstrate the knowledge and understanding of the theories/models that have been stated.
The purpose of this report is to demonstrate that the methods and process of problem solving and decision making were used correctly in association with the subject.
And at the end of this report to draw a conclusion based on the chosen subject information, theories/models, and the importance of skills which need any management in order to enjoy and gain the greatest benefits.
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           Management report
    An analysis of the current situation in the NHS







Introduction

This report will introduce you to problem-solving and decision-making. It will also discuss the concept of the problems which has to be identified, understood and solved using appropriate theories and research methods to complete this report. The topic chosen to complete the report is an analysis of the current situation in the NHS. This topic is important because it can be used a PESTLE frame work, other appropriate theories and statistics as supportive evidence.

As the result of various research carried out ‘the NHS stands for the National Health Service. It refers to the Government-funded medical and health care services that everyone living in the UK can use without being asked to pay the full cost of the service.’ (https://fullfact.org. Published: 1st Jun 2017)
The services included are:
General practitioners: access to a G.P., visiting a doctor or a nurse at a doctor’s surgery.
Hospital care: getting help and treatment at a hospital if you are unwell or injured, seeing a midwife if you are pregnant.
Mentally ill institutions: were generally are sent mentally ill and handicapped people, for their own benefit.
It well can be said as health care services are ‘publicly funded’, which means money has been allocated by Government to pay for this visit to the doctor. Money is collected through UK residents paying tax. There is more than one NHS in the UK: NHS England, NHS Wales (GIG Cymru), and NHS Scotland provide free health care services in Great Britain.

‘The NHS was officially launched by Minister of Health Aneurin Bevan on 5 July 1948, at Park Hospital (now Trafford General Hospital) in Manchester. For the first time, hospitals, doctors, opticians and dentist are brought together under one umbrella organisation to provide services that are free for all at the point of delivery’. (https://wwwnhs.uk/NHSEngland/thenhs/nhshistory/Pages, The NHS history 1948-1959)

‘One reason for creating the NHS was to provide health services to everyone in the UK, and “nobody need any longer pay doctors’ or hospitals bills when they were sick”, aiming to make medical care available whether you were rich or poor.’(https://fullfact.org.)
‘Since it is launch, the NHS has grown to become the world’s largest publicly funded health service. It is difficult to imagine what life was without free health care and the difference that NHS made to people who often previously went without medical treatment now had access to services.’ (https://wwwnhs.uk/NHSEngland/thenhs/nhshistory)

‘The NHS is currently facing the biggest challenge in its existence. We are already seeing signs of the strain the system is under in areas such as hospital care, A&E (accident and emergency) and G.P. services (general practitioners). The reasons for the services reaching this crisis point are many, but here are the main ones: an ageing population, lifestyle factors, the change in public expectations, A&E departments, rising costs and advances in medicine and technology’. (https://www.myhealth.london.nhs.uk/help/HNS-today)






            Solving Problems and Making Decisions



2. Findings 

Background Information Relevant to the Problem

Some management writers claim this: ‘problem-solving is part of decision-making and vice-versa, and there are those who feel this: ‘problem-solving and decision-making should be seen as similar terms to describe the same process’. (Alexander Murdock & Carol Scutt, Personal Effectiveness, pg. 63)
As the definition says “a problem can be defined as a circumstance where there is a gap between the situation as you perceive it and what you believe the situation should be”.(moodle.uwtsd.ac.uk)
There is a range of ways to categorise problems you can encounter in your work and home life.
‘Tudor Rickards (1990) uses the following set of categories:
Insight problems - this involves an element of creative thinking.
Wicked problems - the success of the solution requires that it be tried out.
Vicious problems - a problem may seem to have a straightforward answer but the human element adds a complication.
Fuzzy problems - here the problem is difficult to solve because straightforward logic cannot easily be applied’. (Alexander Murdock & Carol Scutt, Personal Effectiveness, pg. 66-67)

Of those, you can say everyday problems are easy to solve, but decision made are quick. 
Depending of the nature of the problem, decision-makers use a SWOT analysis ( Strengths, Weaknesses, Opportunities and Threats), a very simple management tools of identifying ways in which you manage the situation, risk areas and opportunities for improving things.
Carrying out a SWOT analysis will give an in-depth focus on areas that need attention as well as provide a footing for a development plan.
It can be stated the definition of SWOT analysis as being ‘one of several business planned tools that an organisation can use to examine its state of health and investigate business opportunities by itemising its strengths, weaknesses, opportunities and threats(SWOT). It can also be used on a personal basis in a variety of career applications.’(moodle.uwtsd.ac.uk)

SWOT analysis example

Strengths

NHS which is a government run public healthcare service, is an important institution in Britain. The NHS is an indispensable and integral part of the lives of British citizens. 
The NHS provides free healthcare service to all citizens at ‘point of delivery, and made available on the basis of need and not the ability to pay’’(Stewart, 2008) jottedlines.com/society/national-health-service-nhs-a-study-of-its-structure-and-regulations-strengths-and-weakness/(July 10, 2013 in Management, Society with Comments off)
General Practice is the NHS’s great strength.(https:/www.hsj.co.uk/comment/leader/general-practice)
Good and improving relationships.
Patient experience dash-board.
Developing links with NHS providers.
Excellent links with HealthWach (BBC and CBC).
Skills in the C&E team.
Knowledge of the NHS consultation and engagement process.
Breadth/diversity of comms experience.
Creative culture of the team.
Website.
Extranet.
Newsletters.
Membership.(https://www.bedfordshireccg.nhs/page/downloadFile.php?id=12029)


Weaknesses

‘Supplier relationship not yet fully developed.
Learning from patient experience not yet embedded in service redesign.
Lack of GP engagement with and their understanding of their role in CCG'.(https://www.bedfordshireccg.nhs/page/downloadFile.php?id=12029)

Opportunities 

‘Social marketing - harnessing the developing understanding within the NHS.
CSU structure - access to bigger talent pool, broader experience and economies of scale.
Focus on ‘Customer care model for PALs and Complains.
Developing new relationships with existing and new providers.
Learning from the Francis report'.(https://www.bedfordshireccg.nhs/page/downloadFile.php?id=12029)

Threats 

‘Public concern about the changes to the NHS - need to rebuild trust.
Relationship with CSU - could become overly dependent on one or two individuals.
Reputation damage from negative press comments.
Disgruntled/uninformed staff could lead to negative views (briefing against the organisation).
Financial challenge.
Future of acute providers.
Increased use of private sector suppliers'.(https://www.bedfordshireccg.nhs/page/downloadFile.php?id=12029)

Incorporate an action plan

The importance of using a SWOT analysis is to help improve performance, or evaluate the potential outcome of a new initiative. After you have a SWOT analysis determined, you can work on the goals you proposed, and take any measure to help you to reach them.

When it comes to more complex issues, it takes time to solve the problems and to come to a decision. To solve the problem and make a decision requires a long process, first you need to gather information, define the purpose, define the impact and determinate the consequences.
After considering these internships will helps you make a decision.
Problem solving depending of people’s knowledge, skills they have to identifying problems, analysing and finding solutions. Depending of their judgement to assist in decision-making throughout the problem-solving process.


Grid Analysis

‘Grid analysis is a useful technique to use for making a decision.”
When you have to make a decision, this process is very effective, helping to make a decision by weighing up different factors, and balancing the best.(moodle.uwtsd.ac.uk)



Brainstorming and Mind Mapping

If you are working with a group to tackles problems, then you may find it helpful to use brainstorming. This is a technique developed by Alex Osbourne. Brainstorming is about producing ideas, not evaluating them. ( Alexander Murdock & Carol Scutt, Personal Effectiveness, pg. 86-87) .

The term ‘mind map’ as coined by Buzan (1974) describes a form of diagram which he found to be a valuable tool for sorting, organising and presenting ideas. (Bill Mayon - White, Study Skills for Managers, pg. 41).


Stakeholder analysis

Another aspect to consider when making a decision is the impact that this is having on its stakeholders.
What is a Stakeholder?
‘a person, group or organisation that has an interest, or concern in organisation. Stakeholders can affect or be affected by the organisations actions, objectives and policies.’(moodle.uwtsd.ac.uk) 
Example of stakeholder:
Creditors
Directors
Employees
Government
Owners
Suppliers
Union and the community from which the business draws its resources.(moodle.uwtsd.ac.uk)

PESTLE analysis

The definition for PESTLE Analysis ‘is a technique used for analysing the external environment surrounding an organisation when investigating business change.’
PESTEL is an acronym which stands for Political, Economic, Sociological, Technological, Legal, Environmental.(moodle.uwtsd.ac.uk)

PESTLE analysis example

POLITICAL- The English NHS is controlled by the UK government through the Department of Health (DH), which takes political responsibility for the service.(https://en.wikipedia.org/wiki/National-Health-Service)

ECONOMIC- The NHS is founded mainly from general taxation and National Insurance contributions. The NHS has more than 100 PFI Hospitals. The original cost of those 100 institutions was around £11.5 bn.(https://en.wikipedia.org/wiki/National-Health-Service)

SOCIOLOGICAL- The NHS provides healthcare for all UK citizens based on their need for healthcare rather than their ability to pay for it. It is founded by taxes.(https://en.wikipedia.org/wiki/National-Health-Service)

TECHNOLOGICAL- The use of mobile, computing and communication technologies in healthcare, is a rapidly expanding are within e-health.(jurnals.plos.org)
New technologies can change healthcare delivery. A review of the recent literature shows predominantly positive result, 92% reached conclusions that the benefits of the technology give satisfaction with electronic health records to achieving the potential of health information technology including quality, efficiency, and provider satisfaction, in smaller practices and organisations, as well as in large organisations that were early adopters.
The medical technologies adopted in hospitals is beneficial both for patients and for doctors, giving more accuracy in diagnostics.(https://www.healthaffairs.org.Research Article>vol.30, NO. 3: Profiles of Information in Healthcare delivery)

LEGAL- The organisation has a number of policies in place in order to discharge its statutory requirements and to delivery better results, giving patients more choice and doctors and nurses more freedom to shape services that meet patients needs.(https://www.gov.uk)

ENVIRONMENTAL- Environmental health is designed to improve the public’s health and wellbeing. NHS have signed a contract of 10 years with NHS Supply Chain and they aim to minimise adverse impact on the environment by:
Reducing the use of natural resources and raw materials in all activities
Improving water, energy and fuel efficiency
Reducing emissions, waste and pollution.(https://supplychain.nhs.uk)  


Decision making process

The definition can show that ‘ is the act of choosing between two or more courses of action”.(moodle.uwtsd.ac.uk)
Decision-making is linked with problem-solving. Studies have concluded that managers use certain techniques in making decisions. As you make a decision reflect upon the process you are using. Whichever method you used you would also have had in mind some kind of decision criteria. That why individuals take less time then groups in making the decision.
Depending of the nature of the problem sometime the decision taken individually is more effective, but most of the time the group decision is the best. Let's take as an example in a trial and the jury consisted of one person? Research has shown that the jury spend time not actually deciding quilt or innocence but rather discussing and agreeing the decision-making process.
There are a range of ways that a manager can decide between different alternatives:
advantage/disadvantage
essential/desirable/unacceptable
weighting
decision trees
utility (risk preference).
Once decisions have been made you need to monitor and review progress to see if the decision-making method was effective or not.

PMI - decision making tool

Plus - what’s good
Minus - what’s bad
Interesting - what’s interesting?


Cause and effect (fishbone)

This tool is to help you to determinate the possible problem is occurring, and it will help you to identify all the possible causes. To identify the problem you must to consider: who is involved, when and where it occurs. You can use a diagram showing all the possible causes of the problem. (moodle.uwtsd.ac.uk)
Diagrams can be useful in understanding the nature of the problem, it can be simply stated out. ‘The advantage of using this diagram it that it enables you to add and amend information in a way that is not easy when you have a conventional form of notes’.(Alexander Murdock & Carol Scutt, Personal Effectiveness, pg. 92)

An overview of the problem-solving
By using as an example the current situation in the NHS, will be able to demonstrate through theory and techniques the process of identifying and solving the problem and making decision.
As the newspapers have reported the NHS is facing with more problems. What are the reasons for this crisis, and what are the consequences if these issues will not be resolved?
Some of the NHS problems might require an immediate solution. Others might be satisfactorily resolved with investigation. Some may not have any obvious solutions.

An ageing population
One of the problems faces by NHS. The NHS was set up to treat people with diseases. Over the years, scientists have found cure for treating diseases ( such as diabetes, heart and kidney disease). This is phenomenal, but that means people lived longer and ongoing treatment and specialist care involve. 
‘The average age of people admitted to hospitals is over 70 and people over 80 occupy a quarter of bed days in English hospitals. The vast majority of people staying in hospitals over two weeks are over 65 and the cost of acute care rises.’ (https://www.england.nhs.uk/blog/martin-veron/ )

Investigation and identification of possible solutions to the problem
There are a number of potential solutions to the problem, each of which has both advantages and disadvantages to it.
  An ageing population can bring economic, political and social advantages and disadvantages.
First disadvantage is that they rely on health services which can put pressure on hospitals and GP Clinic.
The statistics show 48% of people over 70 have a long term illness, this can cost the tax payer lots of money.
An ageing population can bring social benefits, for example the elderly are less likely to commit crimes. They improve social welfare in areas and the hospitals or A&E will not be so abused by the injured persons.(www.markedbytechers.com)

First solution is to increase the age of retirement.
Encourage people to remain active, engage in regular exercise and refrain from behaviours that could have a detrimental effect on their health.
Make people work longer.
Increase income tax
Encourage private pensions
“In a speech on NHS reforms in January 2008, the Prime Minister Gordon Brown discussed a change of emphasis to prevention rather than cure and the need to ensure the NHS benefits from new and innovative technologies”.(https://21stcenturychallenges.org)

Life style factors
Our way of life has changed dramatically, drinking too much alcohol, smoking, a poor diet ( not enough fruits and vegetables), not enough exercises are reasons for becoming unwell and needing to relay on our health services. This problem is set to continue.(https://www.myhealth.london.nhs.uk/help/nhs-today)
Factors that can affect our life style:
Poor diet: nutrition problem like using fast food and poor food, increase problems like cardiovascular.
Less exercise: a good diet and general exercises is used in treating some health problems.
Substance abuse: smoking and using other substances may result in various problems like asthma, brain injury, cancer.
Medication abuse: sharing medication, using medication without prescription or prescribing too many drugs causes health problems.
Sleep: sleep disorders have several social, psychological, economical and healthy consequences.
The only solution is by improving our environment,( parental life style, diet, smoking, stress, obesity) can reduce our risk of disease.



Advances in medicine and technologies
Technology could support the delivery of health care in a number of areas:
Providing and storing information and advice
Administration and transactions-eg, making appointments
Diagnosis
Monitoring
Relationships - improving communication between the patient, carer and professionals .
After the necessary searches were found as ‘in Autumn Budget 2017 the government provided the Department of Health with £ 2,8 billion in additional revenue funding for day to day spending such as staff salaries and medicines, and for investment in buildings, facilities and equipment an extra £ 10 million.’(https://www.kingfund.org.uk/projects/nhs-in-a-nutshell/nhs-budget, Sunday 14 May 2017)
The new technology has significant benefits in terms of diagnosing and treating diseases including cancer, diabetes and dementia. These devices would improve doctors’ ability to monitor patients diagnosis and personalise their treatment.
Beside medicine and nursing, the new technology could bring a number of benefits to the chemical and pharmaceutical industry.

A & E (Accident and Emergency department) crisis
‘A & E deals with life-threatening emergencies, such as:
Loss of consciousness
Sever chest pain
Breathing difficulties
Severe bleeding
Severe allergic reactions
Severe burns or scalds
A & E department offer access 24 hours a day, all year.medical staff are highly trained in all aspects of emergency medicine’. (https://www.nhs.uk/NHSEngland/AboutNHSservices/Emergencyandurgentcareservices/Pages/AE.aspx)
‘Figures that reveal NHS crisis.
85% of patients were seen within four hours in A & E in February, well below the target of 95%.
22,800 elective operations were postponed in February.
75,000 hospitals beds taken out of service this winter due to norovirus.
150,000 extra calls to the NHS’s 111 helpline every month since December’. (Kate Pickles, Daily Mail, Friday, March 9, 2018, pg. 10)

Evaluation of possible solutions 
To evaluate solutions you have to examining the pro and cons and using a weighted method of decision-making.

The cause and effect diagram was adopted by Dr. W Eduards Deming as a “helpful tool for improving quality”.(https://qi.elft.nhs.uk/resource/cause-and-effect-diagram-fish-bone).
This diagram helps you to think through the cause of the problem, and is to identifying the main causes that you can permanently remove the problem, or reduce the delay.
[image: ]

The NHS is not broken, there is no need to be fixed, the problem is simple, it is necessary to find a solution to establish the cash crisis, in which it helps to maintain the health care services.
As it is said in the report by Norman Warner and Jack O’ Sullivan, March 2014,”the NHS faces a combined care and cash crisis that threatens to debilitate the wider public sector and economy”.
“Solving the NHS care and cash crisis focuses on the two problems together. It tackles the care issues in ways that will improve also bolster the financial sustainability of our NHS”.(www.reform.uk/wp-content/uploads/2014/10/Solving_the_NHS_care_and_cash_crisis_1.pdf)



Mind map

[image: ]


Progress
Better health 
Better care
Financial sustainability

Next steps for the next two years:
Set out why improvements were needed on our triple aim of better health, better care and better value.
The plan will concentrate on what will be achieved over the next two years.
And how the goal will be implemented.

The priorities for improvement service for the NHS are:
Improving A & E performance
Strengthening access to high quality GP services
Improvements in cancer services.


Impact on stakeholders
Before to make decision you need to consider what impact it will have on stakeholders. You need to carry out an stakeholder analysis when it is a plan change, which helps you to avoid conflict.
You can start with a list of all people and groups which can be affected by the proposed change.
This list can help you to ensure you have included all stakeholders. After you have the list of names, analyse it in terms of power, influence and the extent to which they are affected by the project of change.
You have to understand how stakeholders feel about and react to your project? What is the best way to engage and communicate with them? 
Asking their opinions can be the first step in building a successful relationship with them.
A communication plan can outline who needs what information, by which method, how frequently and how progress will be monitored. This plan will help stakeholders to know what to expect and how they might be able to contribute.(https://nhsicorporate.blob.core.windows.net/green/uploads/documents/stakeholder.pdf)








3. Conclusion 

Our world has change a lot, so we need to adapt to it, to the new changes, to take advantages of the opportunities that science and technology offer, and it needs to meet new challenges: we live longer, with health life style issues, cash crisis, new technology.
Stronger partnerships with local communities, local authorities and employers, with charitable and voluntary sector organisations will help NHS to tackle those problems and to maintain a balance.
The government, already tackle those problems, which NHS is confronted, and doing this the government has increase the funding of the NHS over the next four years.
The challenge is to use the resource to achieve real benefits for patients and to ensure that the NHS is modernised to meet modern public expectations.(https://www..england.nhs.uk/wp-content/uploads/2008/02/planning-guidance-18-19.pdf)
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5. Appendices

PESTLE frame[image: ]






FISH BONE diagram[image: ]






















MIND MAP diagram
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SWOT analysis graphic[image: ]
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