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[bookmark: _Toc25857208]Introduction
The main objective of the report is to basically highlight all the functionalities involved in a workplace that play a vital role in terms of furthering organisational effectiveness. This would give us an illustration about all the procedures involved in order to carry out a particular job role. This will be initiated by a brief discussion about the chosen organisation and the kind of techniques that it adopts with respect to fulfilling the customer and the stakeholder requirements. In the later part of the paper, a particular job function would be selected in order to highlight the complexities of procedures involved with respect to carrying out the roles and responsibilities attached with it. The main motive is to give us an idea about how an organisation functions with respect to fulfilling all the criteria required for achieving maximum organisational effectiveness.
In this context, the organisational functions of NHS will be chosen in order to undertake a critical analysis of the complexity of the procedures involved with respect to attending to customer needs. With respect to the organisational context, the designation of the Deputy Line Manager will be chosen in order to shed light on the pragmatic approach that the incumbent takes with respect to performing her duties. In the last stage, a training and development plan for the employees would be developed with respect to the organisational context within which they operate.
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Organisational overview

NHS is a renowned organisation catering to the free accessibility of healthcare services to the public by ensuring the installation of comprehensive procedures. It mainly operates under the stewardship of the Department of Health and Social care in England and the Health and Social Care Directorates based in Scotland. Its activities are mainly carried out on the basis of the directives issued by the parent apparatus. It has various segments operating within it, and all of them are geared towards fulfilling the common commitment, which is to ensure a comprehensive health service to the customers. Its ground level operations are mainly conducted by the Clinical Commissioning Groups facilitated by NHS England to a certain extent. The latter one commission the activities carried out by the CCGs and thereby ensure their validity and reliability by licensing them. Apart from this, there are the Local Social Services Authorities who are also delegated with a validated power to carry out the delivery of the local health services at their respective constituencies (Rushmer et al., 2017).
Vision
The main objective is to ensure the development of a comprehensive and universal healthcare system which would be able to address and ameliorate the health issues of the larger public.
Mission
The NHS has fully committed itself towards ensuring a free delivery of healthcare services to the public through an active engagement with the communities whom they address.
Objectives
· To ensure a fast and a smooth delivery of all kinds of medical services to the people.
· Active cooperation and intervention of the patients with regard to their treatments and the services they avail has to be ensured.
· [bookmark: _GoBack]Drawing from the second objective, it has to ensure the maintenance of confidentiality and cater to the development of an effective governance system which would safeguard the health rights of the patients.

NHS is a public sector organisation which has fully committed itself towards securing the health rights of the citizens through the construction of an effective governance framework which would maintain the sanctity of these rights. Its revenue basically generates from the Department of Health and Social Care in England. An effective allocation of all the resources between the different segments of NHS has maintained its good reputation amongst the public.
How does it identify its customers?
The NHS mainly caters to the health requirements of the patients. This includes primary healthcare, dental care and treatment of cancer patients and so on. Effective procedures have also been installed for ensuring greater public comfort through infusion of an ideal of getting the patients engaged into the entire process (Dayan et al., 2018). It issues a directive to all the health professionals and doctors to treat the patients carefully through the usage of local and national feedback mechanisms. Therefore, people are also encouraged to participate in the seminars and cancer survey procedures, where they get the platform for sharing their own personal experiences while they were undergoing the treatment procedures. 
Apart from this, the NHS is also striving to incorporate the policies introduced by the Department of Health and Social care regarding controlling the obesity rates in children. It identifies the physically vulnerable groups and caters to their treatment requirements. Furthermore, they have also come up with an action strategy plan to initiate all the measures related to the enhancement of public awareness with respect to cancer. These are extremely inclusive policies, which help in the stimulation of participation of people in their treatment procedures. This has resulted into an increasing number of people availing the facilities offered by NHS (Ross et al., 2015).
[bookmark: _Toc25857210]Analysis of external factors
In this section, a critical analysis will be undertaken which would highlight all the crucial factors influencing the operational procedures of NHS. In order to gain an upper hand in this analysis, the PESTLE analytical framework will be employed in order to understand the significant impact that the socio-political, economic and several other factors generate on their functioning procedures.
	Particulars
	Analysis

	Political
	The Brexit has had adverse consequences upon the operational procedures of NHS. Transactions have put to a standstill as far as transportation of medicines and equipments from EU countries are concerned. Apart from this, a large number of medical professionals belong to the countries falling under the European Union. Therefore, its human resource base might receive a major setback owing to this (Dean et al., 2019).

	Economic
	Owing to the financial instability that Brexit has brought along with it, the operations of NHS might become stagnant due to reduced fund transfers on the part of the government. This would reduce its scale of operation (Read and Fenge, 2019).

	Social
	With respect to the increasing amount of life chances of the people, NHS has been able to induce a positive change. But there is an increasing number of aging populations as well who might expect their requirements to be met. Therefore, the NHS would have to expedite all the procedures in order to cater to this increasing demand. Apart from this, the people have become much more conversant with the techniques and procedures that health professional usually follow. So, NHS would have to be much more careful in terms of conducting all the procedures.

	Environmental
	With this respect, the NHS has been quite successful in terms of conducting its operational procedures in a sustainable manner. The NHS has been quite successful in terms of maintaining the hygiene requirements of both the workforce and the patients. There have been no complaints from the patients so far.

	Legal
	The NHS has a large human resource base from countries belonging to the European Union. Owing to the exit of Britain from EU, these employees might have an apprehension related to their maintenance of their basic employability rights. Owing to the increasing bargaining power of the residential workers, it might encounter upon a severe hit with respect to hiring new personnel (Marangozov et al., 2016).

	Technological
	With respect to the proliferation of technology, the health institutions are now employing high quality techniques and procedures for catering to better health treatments of the employees. NHS should also incorporate these current standards (Banerjee et al., 2018).


Figure 1: PESTLE Analysis of NHS
[bookmark: _Toc25857211]Role of employees
The NHS has gained a very good impression amongst the customers as far as its operational efficiency is concerned. The maintenance of such high standards has been possible owing to the significant contributions made by its employees in its respective departments. It is because of their approach that has led to an enhancement of patient satisfaction (Barker, 2018). 
The Department of Health and Social care
The initiation of all the activities actually begins from the intimation sent by the Department of Health and Social Care. They are entrusted upon the responsibility for framing effective policies for addressing the health requirements of the patients. 
NHS England
This body basically acts in accordance with those policies intimated to them. Their main objective is to initiate the operational procedures and commission the activities of the CCGs. This actually gets materialized if proper amount of funds are allocated for performing all the concerned activities.
Clinical Commissioning Groups
This segment is primarily engaged in helping the operations to penetrate at the local level through initiation of active community engagement procedures (Methley et al., 2017). Their main objective is to ensure greater community involvement in the treatment procedures. 
Local Service Authorities
These are city level government bodies which are primarily engaged in meeting the health requirements of the public within their constituencies. Their strategies with regard to the initiation of procedures are mainly dependent on the financial support provided by the apex government body (Paton, 2017).
These divisions operate independently and have a certain amount of autonomy. The effectiveness of all these bodies basically caters to the development of greater organisational effectiveness. Their hard work, their efforts matter a lot in terms of retaining the good reputation that NHS holds. 
Training and Development of employees
The NHS has a well-devised system for catering to the effective induction of its employees through its provision of statutory programs and workshops. This has resulted into an increasing awareness of the employees and the staff with respect to responding to emergency situations. The expertise of the staffs has really augmented, and this aspect is clearly reflected in the feedback of the patients with respect to the treatment and care they receive from them. Besides this, they have also become successful in terms of ensuring greater community involvement while undertaking treatment procedures (Simonet, 2015).
[bookmark: _Toc25857212]Role of a Deputy Lines Manager
The roles and responsibilities performed by the incumbent have wide scale implications upon the entire functioning of NHS. His main task is to ensure greater talent acquisition, and make use of these resources in order to further the organisational objectives. They maintain a healthy relationship with the HR and the operations department as well in order to figure out the drawbacks hindering the operational efficiency of the employees (Percival and Best, 2019). He basically depends upon the intimation sent by all the line managers assigned in respective hospitals under the NHS system. They basically frame strategies in order to come up with effective policies for increasing the level of customer satisfaction with respect to the services they offer.
The skills required to perform this role
This role entails the requirement of certain technical skills
· Communications Management
· Stakeholder mapping
· Managerial skills
· Strategy framing
[bookmark: _Toc25857213]Critical evaluation
As far as the training requirements are concerned, there are certain procedures which need to be incorporated. This is in respect to the increasing predominance of social media platforms that have increased the level and awareness of the patients as far as the treatments are concerned. Various free online courses have already been provided with regard to the management of patient requirements and so on. The NHS has been able to keep up to its standards of maintaining a healthy workforce.
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This is to conclude that the NHS has successfully maintained its standards as far as the good impression of the people is concerned. Apart from this, it has been able to enhance the participation of the patients in a significant manner. 
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Appendix

	
	Skill
	Current ability
	Target ability
	Development opportunity
	Criteria to judge success
	Time frame

	1st priority
	Coordination between departments.
	All the departments maintain certain autonomy. Lack of coordination between them has left the employees less informed as far as performance of their activities is concerned. 
	Maximum operational efficiency through maximum coordination.
	The identification of a coherent system management approach might help in this context.
	-Rate of communication between different departments.
-Rate of response initiation on the part of different departments.


	2 months

	2nd priority
	Incorporation of safe technological procedures.
	It is lagging behind in terms of technology.
	Technologically sound mechanism.
	Installation of the OPEL framework for ensuring better system management. Apart from this, the installation of ERP technology would help in keeping a proper count of employees.
	-Workload getting streamlined.
-Clear definition of roles and responsibilities.
-Enhancement of operational effectiveness.
	4 months

	3rd priority
	Maintenance of its human resource base.
	The workers have an apprehension regarding their security owing to Brexit.
	Increased workforce retention rate.
	Figuring out unique ways of motivating the employees which would help in maintaining a healthy work atmosphere.
	-Rate of workforce turn-up.
-Increased scale of operation. 
	2 months


Figure 1: Personal Development Plan
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