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[bookmark: _Toc38316832]Introduction
The aim of this report is to study private healthcare organizations and problems that can occur inside of the same. After collecting information’s, it will describe some problems and the importance of identifying them to understand the possible impacts on healthcare private sector.  Analysing the problems will help to implement a plan in the process of decision making. Some important tools will be used has Swot Analise, Pestle and Fishbone Diagram, the objective it is to take in consideration all the aspects to interpret and create a tool that will help stakeholders work, this techniques will monitoring and evaluate the future outcomes and how organizations can benefit of it. 
[bookmark: _Toc38316833]Private Healthcare Organizations
Private organizations are working alongside with NHS public sector, they work in accordance with the government and NHS. Public sector has an enormous list of patients and cannot answer rapidly with the support they need delegating cases to private sector where they are responsible to recruit healthcare professionals to provide care service. According to each individual needs and specifications, agencies will provide the right training and qualifications to healthcare workers that can be allocated has bank staff in hospitals, GP’s, communities, care homes, or patients own property (Kpicare,2020)
[bookmark: _Toc38316834]Problems inside Healthcare Agencies
[bookmark: _Toc38316835]Communication between Agency and workers
Staff feels the need of more contact with agencies, considering impersonal talking about tasks, duties and problems by phone or email (in case of prove). They only see their managers, co-ordinators, or nurses when something comes up or invited to the office. Some of them also think office is always rushing and trying to end calls, keeping them nervous and with not enough time to clear explain the issue, misunderstood can occur (East, 2017).
[bookmark: _Toc38316836]Communication between Clients and Organization
Patients tend to complain about lack of communication with agencies, they are not present and only calling to schedule a meeting when something needs to be discussed. There are no compliments, birthday congratulations or nice conversations. Work staff is responsible for their care and to keep communication open between agency and patient (East, 2017).
[bookmark: _Toc38316837]Lack of training
Every patient is unique with different physical and psychological needs, care staff need to be update with different requirements, skills and trainings although, agencies are already providing training in some cases is not enough, one day training does not give experience and confidence necessary for  work,  basic skills related to homecare must also be considered (East, 2017).
[bookmark: _Toc38316838]Staff Behaviour
Care staff consider themselves in a comfortable situation with clients after they build a relationship, that can confuse their rule, boundaries, and conduct. Staff need to keep in mind to follow organization procedures, to keep a distance from work and relationships, to understand they are at work and respect all the contents (East, 2017).
[bookmark: _Toc38316839]Technology
The increase of technology became an important asset between organizations, clients, and workers, it unable a good communication and to keep information and folders update. The negative impact it concerns when technology is been used excessive, workers are using mobiles, tablets for their own personal use, breaking the rules, and spending more time with their interests than with the client (East, 2017).
[bookmark: _Toc38316840]Different backgrounds
Working in healthcare requires to wire staff from different cultures, backgrounds, and habits. Diversity is good and allows everyone to learn other perspectives, but can also be a barrier including language, hygiene, food preferences and habits (East, 2017).
[bookmark: _Toc38316841]Study case - Whistleblowing and Communication inside Private Healthcare sector
Two healthcare assistants belonging to the same private healthcare organization were working with the same patient at his own home. The organization provides patient care after discharge from hospital, the patients stay at their own residences and trained workers are placed to provide services.
The patient in question needed complex care, involving tracheostomy care, oxygen therapy, catheter care and others. Sandy was working with this patient for almost 5 years and she knew the client well, Maria was only working for him 1 year. Both carers were trained in the same agency, same contexts, same rules, and both carers had the same nurse degree background overseas but different cultures.
Sandy started noticing that Maria was flushing the patient catheter without training or following the agencies regulations, so Sandy started to make notes to Maria has they do not meet at work, because they work in different shifts. Maria did not accept the comments and started to get upset and replying messages, Maria thought she could do, has she is a nurse on her country overseas and also the patient wife is asking her to do it. The situation started to escalate, and Sandy reported to the office. 
The agency started an investigation and Maria was replaced while the investigation was on, also all complex care qualifications were taken. The investigation occurred around 3 months and while it was happening other complains and reports were coming to the table between both, the feedback was short, and nothing was clear.
To understand some factors, it is important to mention that agencies provide training, practical and theorical, with support paper information’s, but healthcare assistants do not work inside the office, they are placed according to  specific training. The communication between agency and workers is based on phone calls, emails, mail, once or twice a year for refreshment training.
[bookmark: _Toc38316842]Case study Analysis
According to the case study above the organization needs to do an assessment of the situation and start an investigation, some important tools can be used to identify the internal and external issues. 
[bookmark: _Toc38316843]SWOT analysis
The tool will identify the strengths, weakness, opportunities and treats of the problem, analyse, and give an outcome. This tool can make an important impact on the organization improvements. Internal situations as strengths can be encouragement to rise a concern, learn from the outcome, build confidence, report for better care provide, prevent incidents, improve care, reduce misunderstood, errors and improve communication, Weakness: people might be scared to raise voice, lead to misunderstood, emotional impact, it can rise discussion, rise conflicts, lack of organization contact, lack of transparency and gaps on trainings, External factors are divided in two - Opportunities: learning from outcomes, new trainings, increase motivation and support programs, improve communication between staff and office, and Treats: risk of being suited, risk of being fired, lose skills qualifications (Mirzoev,T. and Kane,S. 2018),( Arshad, Noordin, and Othman, 2017).
[bookmark: _Toc38316844]PESTLE analysis
This analyse will examine the impact of Political factors, Economic, Social, Technological, Legal and Environment and how it can affect organizations (Rastogi, and Trivedi, 2016).
Political factors: Political changes, possibility of wars, diseases, Government dishonesty affecting healthcare sector, law enforcement, tax payments, changes of wage practice, Brexit (leaving Europe can decrease lifestyle and stop finding staff overseas), reduce or cut healthcare supplies. 
Economic factors: work costs, Brexit economical causes, commercial finances and increase of prices, reduce contracts, cut staff work, increase work hours.
Social factors: lifestyle changes, more people getting older than new-borns, increase of different cultures, need of skills improvements, knowledge and education required, healthcare awareness, appropriated behaviours. 
Technological factors: improvement of technology in healthcare sector and the impact on clients, workers, organizations, changes required inside organizations, costs with technology implementations and reduce cost in long term use. 
Legal factors: Data information, Data protection and confidentiality, healthcare policies and laws, taxes inflation, changes on healthcare regulations and employment. Environment factors: climate oscillations, pollution laws and policies, product waste changes in healthcare, adoption of new anti-pollution measures (Rastogi, and Trivedi, 2016).

[bookmark: _Toc38316845]Fishbone Diagram
The Fishbone Diagram tool will identify and recognize different causes and factors in an internal and external perspective that will lead to the consequence (Coccia, 2018).
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Applying the Fishbone Diagram to the case study, it can be observed that many causes can lead to that conflict situation. The behaviours apresented could be well managed if both carers were open to understand each other side, insted of rising conflits and complains, they could ask for informations, support, to clearify doubts or misunderstoods, they also should be humble and admit they can be wrong, as people is always learning, the lack of interest can also interfere. Different cultures, behaviours and perspectives learned from different societies can be a cause, if they leaved in a more strick community, they will not be so open to communication. The knowledge accquired from training can be retained or not, some people obsorve more information than others, some need more training and experience to retain details, also the learning context given on the training can be different from the one they learned on their country has both professionals had a degree in nursing, and those laps can lead to confision or not acceptation of policies. The perception will also be different if there is a language barrier, or if they assume from the beginning they know everything, or even if the training has not properly cover or explained. Communication can be poor between placement staff and office, lack of interest from managers/coordinators, short phone calls, inconsistence on feedback, short time to handover or staff rushing can lead to misunderstood and conflicts, the involvement of patients family can also be difficulty to manage and lead professionals to be benevolent and say yes when they should say no,  the pressure of the moment and the lack of support, having another team member or manager to help in the moment can lead to that. The Human resources can find difficulty to manage conflict when both parts are reluctant to discuss the issue in a meeting , when they are not open to admit the errors and help each other’s has they should be a team even without working in the same shift. In the process with decision making the feedback is slow and not relevant increasing the stress, challenges managing different staff, staff turnover, lack of training opportunities and lack of training staff, undervalue staff. The contact with the office staff is considered impersonal, professionals want more interaction to express their ideas or share problems, but the feedback is short, rushed and delayed on emails responses, long wait on phone calls leading to stress and misunderstood. Policies and Procedures include inconsistence on training delivery, poor practice training, lack of resources or gaps, lack of supervision and interaction, lack of knowledge and skills, and miss interpretation of rules. Effects: misunderstood, lack of honesty, poor communication, poor trainings, and capacity to understand the other side can rise conflicts between staff, lead to unprofessional battles and lead to complaints reports.
[bookmark: _Toc38316846]PMI Proposals
Analysing all tools, hypotheses and perspectives, the use of PMI is important to identify all the positive points (P-Plus), the negative(M-Minus) and the interesting(I) points. Using Bono’s PMI tool will help to clarify and implement ideas for the resolution of problems with healthcare private staff (Kivunja, 2015).
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Source: (De Bono,1982)
[bookmark: _Toc38316847]Healthcare Organizations stakeholders
According to all this information’s and suggestions, now it is time for stakeholders to analyse and to decide if it is advantageous to implement or not, and all the pros and cons with the intuited of optimize the organization and their interested.[image: Explaining the Different Types of Stakeholders in Project Management]  Source: ( Bright Hub PM.ALL 2020)
Analising the pros and cons they will observe the impact of all situations and undertake a decision making process in the benefit of the organization,  they also need to take in consideration all the human aspects. Involving staff, enganging them, creating a better  place to work, improving relationships, communication, recognise staff work and effort can help the organization to grow. According to PMI it is vantageous to start implementing changes in the organization and give more value to work professional staff, a happy place to work is the motivation needed. Stakeholders will negotiate plans and strategies through meetings, face to face negotiations and formal emails.
[bookmark: _Toc38316848][image: ]Organizational Control





Organizations need to control all situations synchronising the human factor with the organization goals. Motivating and encouraging human positive behaviours to coordinate all interests, supervising, anticipating possible problems, managing problems in all contexts, and managing the issues after, resolving it, and promoting positive welfare.  In this phase of control organizations can find some resistance to control and to future changes, they need to intervene applying positive measures, objectives, and effective communication (Askay, 2017) and (Subramanian, 2018).
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Hello everyone
Thank you for coming and paying attention
My name is Ivone, | am studying Health and Social Care at UWSTD, and | will give a

brief presentation about problems inside of healthcare agencies.
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Report Aim:

« Study private healthcare organizations and inside problems.
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The objective of the report is to study private healthcare agencies, how it works and
problems that can occur inside of the organization, in this case | will talk about
professionals’ issues, possible impacts at work.

| will give a brief explanation through a case study, identifying problems importance.
The identification can help to understand the impact and the analyse, using Swot
Analysis, PESTLE Analysis and Fishbone Diagram. After all observations and analysis
PMI will recognise the pros and cons, an important tool to present to stakeholders,
who will start the process of decision making, implement the most advantageous plan
to benefit the organization.
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This is a basic Private Healthcare Organization hierarchy layout, in this agency the
patients are recommended from hospital, has public healthcare cannot cope with their
huge list, they are not capable to support patients after leaving the hospital, the
demand is enormous and they cannot abandoned patients without supervision and
care so, before patients are discharge from hospitals, they get in contact with some
agencies that work alongside with them and can provide the specific care needs that
patients need. After assessment care, contacting patients, family, environment risks,
agencies will undertake recruitment phase, and training to find the right professional
to the right patient. The patient is always involved and participating on their own care,
taking decisions, and given opinions- Patient Centred care.
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Problems inside Healthcare Agencies
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» Communication between Clients and Organization
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« Staff Behavior
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Source: (East, 2017),
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This are some problems that can occur inside of Healthcare agencies.

Communication between Agency and workers

Staff feels the need of more contact with agencies, considering impersonal talking
about tasks, duties and problems by phone or email. They only see their managers,
co-ordinators, or nurses when something needs to be discussed or they are invited to
the office. They also think office is rushing and trying to end calls, keeping them
nervous and with not enough time to clear explain the issue, leading to misunderstood.

Communication between Clients and Organization

Patients complain about few communications with agencies, they are not present and
only calling to schedule a meeting when something needs to be discussed. There are
no compliments, birthday congratulations or nice conversations.

Lack of training

Every patient is unique with different physical and psychological needs, staff need to
update different requirements, skills and trainings although, agencies are providing
training but in some cases is not enough, one day training does not give experience
and confidence necessary for work.
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Staff Behaviour

Care staff start to feel comfortable with clients confusing their rule, boundaries, and
conduct. Staff need to follow organization procedures, to keep a distance from work
and relationships, to understand they are at work and respect all the contents.

Technology

The increase of technology is positive but can also be negative when technology is
been used excessive, workers are using mobiles, tablets for their own personal use,
breaking the rules, and spending more time with their interests than with the client.

Different backgrounds

Working in healthcare requires to wire staff from different cultures and backgrounds.
Diversity is good and allows everyone to learn other perspectives, but can also be a
barrier including language, hygiene, food preferences and habits.
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fThis study case reports to a conflict situation between two healthcare assistants
working in the same agency, they are complex care professionals which requires a
specific training to work with certain needs. They had the same training, learnt the
same contents, policies and procedures and both carers had a previous oversea
nursing degree, not value has they did not get their pin, they are only qualified to work
has HCA and follow organizations rules, although they have more medicine
understand and knowledge.

They were placed to work with the same client at his own home, where family also
lives including wife and this patient requires complex care. They only meet for
handover once or twice a week that lasts 10 to 15 minutes, they normally work in

different shift patterns. Sandy was working there for the last 5 years and Maria only
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for the past year. Sandy notice that Maria was flushing the client's catheter without
training or permission and she started leaving notes to Maria, advising her that she
cannot do it and they started passing notes to each other. Maria did not accept that
another HCA was giving her orders has the client's wife asked her to do it and she
knows how to perform the flush because she is a nurse overseas. Finally, Sandy
reported the situation and an investigation toke place. Maria has displaced in another
placement, and some of her qualifications were taken off. The investigation last for 3
months and feedback was almost none, leading to stress, pressure, and anguish.
After, other complaints started coming to the table between both carers and both
refused to meet to arrange a solution strategy.
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Some aspects need to be taken in consideration from both perspectives so, Sandy as
a HCA could not close her yes to the situation, she knows if they are not trained they
are not allowed to perform that task, and might lead to client's arm, but she should not
started the notes, she should report the situation to their manager straight away to
minimize this situation, the manager could get in touch with Maria and clarify the
situation giving her a warning and speaking with family member’s to not interfere. It
was a mistake from both carers keep replaying messages and creating an aggressive
atmosphere at the client’s house. Both carers should be more open to understand and
try to minimize the situation. The family proximity lead Maria in a conflict of boundaries,
Maria should also contact manager to clarify if she could perform the flush or not has
wife asked her.
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Source: (Rastogi, and Trivedi, 2016).

PESTLE Analysis

Political - Political changes, possibility of wars,
diseases, Government dishonesty, law enforcement,
tax payments, changes of wage practice, Brexit, reduce
or cut of supplies.
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SWOT Analysis is a tool that will help to understand the different perspectives of the
situation, observing the strengths, the weaknesses, the opportunities, and the treats.
Strengths can be seen the encouragement of staff to rise concerns before things
escalate, reduce misunderstood if properly clarify and minimised, raising a concern or
reporting a situation to improve communication and to provide a better service. Some
Opportunities can come out from this situation, individuals can learn from the outcome,
new training’s can be provided and support programs. The Weakness can be fear to
raise a voice, emotional impacts, lack of contact between staff and office and gaps on
trainings that can lead to that situation. Treats can be the possibility of being suited,
fired, or even lose skills qualifications.
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[Pestle Analysis will also help to understand internal and external factors that can
interfere with managing organizations and the possible impacts. PESTLE means the
study of Political, Economic, Social, Technological, Legal and Environment factors.
Political changes, possibility of wars, diseases, Government dishonesty, law
enforcement, tax payments, changes of wage practice, Brexit (leaving Europe can
decrease lifestyle and stop finding staff overseas), reduce or cut healthcare supplies,
all this can affect the healthcare sector. The Economic factors as work costs, Brexit
economical causes, commercial finance, increase of prices, reduce contracts, cut staff
work or increasing work hours.

Social factors as lifestyle changes, more people getting older than new-borns,
increase of different cultures, need of skills improvements, knowledge, education,
healthcare awareness and appropriated behaviours.
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Technological improvements in healthcare sector and the impact on clients, workers,

organizations, costs with technology implementations and reduce cost in long term
use.

Legal factors: Data information, Data protection, confidentiality, healthcare policies
and laws, taxes inflation, regulations changes and employment.

Environment factors: climate oscillations, pollution laws and policies, product waste
changes in healthcare, adoption of new anti-pollution measures.
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PESTLE Analysis

Technological — improvement of technology, the
impact on clients, workers and organizations, the
Posca Economi changes required, costs with implementations and the
reduce cost in long term use.

Legal — Data information, Data protection, healthcare
policies and laws, taxes inflation, changes on
healthcare regulations and employment.

Environment - climate oscillations, pollution laws and
policies, product waste changes in healthcare,
adoption of new anti-pollution measures.

Source: (Rastogi, and Trivedi, 2016).
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conflict, meetings between team should take place. The involvement of patient's family
can also be difficulty to manage and lead professionals to be benevolent and say yes
when they should say no, the pressure of the moment and the lack of support, having
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The Fishbone Diagram tool will identify and recognize different causes and factors in
an internal and external perspective leading to the case study situation. The
behaviours presented could be managed if both carers were open to understand each
other side, instead of rising conflicts and complains, they could ask for information's
and support, to clarify doubts or misunderstood, they also should be humble and admit
they can be wrong, as people are always learning, the lack of interest and lack of
honesty can also interfere. Different cultures can also be a cause, they learned
behaviours and perspectives from society and if they leaved in a more stick
community, they will not be so open to communication. The knowledge acquired from
training can be retained or not, some people observe more information than others,
some need more training and experience to retain details, also the learning context
given on the training can be different from the one they acquired on their country has
both professionals had a degree in nursing, the differences can lead to confusion or
not acceptation of policies. The perception will also be different has language barrier,
or if they assume, they know everything, or even if the training has not properly been
covered or explained. Communication can be poor between placement staff and office,
lack of interest from managers/coordinators, formal emails, short phone calls,
inconsistence on feedback, short handover time, misinterpretations can lead to
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another team member or manager to help in the moment can lead to that. The Human
resources can find difficulty to manage conflict when both parts are reluctant to discuss
the issue in a meeting, when they are not open to admit the errors and help each
other’s has a team even without working in the same shift. In the process with decision
making the feedback is slow and not clear, increasing the stress. Challenges
managing different staff, staff turnover, lack of training opportunities and lack of
training staff and undervalue staff. The contact with the office staff is considered
impersonal, professionals want more interaction to express their ideas or share
problems, staff is rushing, delaying emails responses, long phone calls waiting,
leading to stress, misunderstood and professionals give up sometimes. Policies and
Procedures: Inconsistence on training delivery, poor practice training, lack of
resources or gaps, lack of supervision and interaction, lack of knowledge and
understandable skills, and miss interpretation of rules. Effects: misunderstood, lack of
honesty, poor communication, poor trainings, and capacity to understand the other
side can rise conflicts between staff, lead to unprofessional battles and lead to
complaints reports.
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Analysing all the tools, hypotheses and perspectives, the use of PMI it is important to
identify all the positive points (P-Plus), the negative(M-Minus) and the interesting(l)
points. The Plus points include: understanding the other side facts (+5),Implement
team meetings to know each other’s (+5), Gather staff from the same placement and
give the same training (+5), Implement extra activities for staff (stress meditation,
physical exercises) (+5), Increase, more contact with office staff (manager,
coordinators) (+5), More meetings to clarify ideas and doubts (+5), Improve listening
communication (+5), Improve technics to know staff better (+5) and has a total score
of 40 points. The Minus points are: Reluctance from staff (-5), Lack of time/ overwork
(-4), No breaks (-4), Lack of motivation (-5), Different work hours/ incompatibility for
meetings (-5), Costs with implementations (-5), Costs with staff travelling (-4), Costs
with activities and more staff (-5) the total score is -37 and the Interesting points are:
small homework exercises (Polices, rule) (+5), Engage staff communication and
interest( +5), Empowering staff (+5), Create more strings between people (+5) and the
total is 20 points.
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According to all this information’s and suggestions, now it is time for stakeholders to
analyse all the pros and cons and to decide if it is advantageous to implement or not,
with the intuited of optimize the organization and their interested.

Analising and observing the impact of all situations and undertake a decision making
process in the benefit of the organization, they also need to take in consideration all
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the human aspects ( involving staff, enganging them, creating a better place to work,
improving relationships, communication, recognise staff work and effort) that can help
the organization to grow. According to PMI is vantageous to start implementing
changes in the organization and give more value to work professional staff, a happy
place to work is the motivation needed. Stakeholders will negotiate plans and
strategies through meetings, face to face negotiations and formal emails.
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Organizations need to control situations synchronising the human factor with the
organization goals. Motivating and encouraging positive behaviours to coordinate all
interests. Supervising, anticipating possible problems, managing problems in all
contexts, and managing the issues after, resolving it, ind promoting positive welfare.
In this phase of control organizations can find some resistance to control and to future
changes, they need to intervene applying positive measures, objectives, and effective
communication.
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