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[bookmark: _Toc81764490]Define a complex problem in the workplace, including its scope and impact

Bransford and Stein (1993, p 7) suggest "A problem exists when there is a discrepancy between an initial state and a goal state, and there is no ready-made solution for the problem solver.". Furthermore, a complex problem can be defined as problems which include the ability for multiple goals and approaches, with each linked to numerous variable and ambiguous consequences, in situations that could result in dynamic changes regardless of the problem solver’s actions (Funke, 2003).
Fischer, Greiff, and Funke (2012) state that when dealing with complex systems, individuals have to gain and apply knowledge regarding the system’s structure and dynamics. 
The problem the report writer will look at is the non-compliance of the company’s Health and Safety regulations within the workplace (Harries & Reed 2020). 
The report will follow Bransford and Stein’s (1993) model for improving problem-solving skills. The components of the approach are represented by the acronym IDEAL, as shown in Figure 1.

Figure 1 - IDEAL model
[image: ]


The Problem
The organisation is a further education establishment, whereby all students are required to complete and sign a health declaration form annually and update as necessary throughout the year. In addition, any students under the age of 18 also require a parental signature. This health declaration form is used to highlight any important health and behaviour issues of students, along with providing key contact details such as next of kin and general practitioner details.
Currently, health declarations are completed in the form of paper copies for each student and stored centrally within the organisation. Administration staff have direct access to the forms and are able to provide access to relevant key staff when requested. Individual student forms are accessed in the event of emergencies, in order to gain emergency contact details and medical information. The forms are also checked by administration staff prior to educational visits taking place, with key information collated on to participant lists and shared with visit organisers. 
However, the health declaration forms are often lost, not returned or are returned incomplete and missing key data. Due to the forms being stored centrally, it proves difficult for important information to be shared with key staff i.e. teaching staff, managers and safeguarding officers, and the current system does not facilitate instant, up-to-date access to the information. In addition, due to the absence of an effective monitoring and tracking system, the forms are often only found to be outstanding/incomplete in the event of an emergency or prior to an educational visit.




Scope
From analysis of the problem, it can be concluded that this wide-reaching problem is affecting many levels of stakeholders, including students, parents, administration staff, teaching staff, managers and the company reputation as a whole.

Impact
The impact of this strategic problem means that the company is not ensuring best practices by failing to provide appropriate levels of safeguarding to its students and staff. Furthermore, the reputation and financial stability of the company is being put at risk due to inaccuracies in the current process’ data gathering and sharing of key student health and safety information. Due to the current process, management teams and the company as a whole may be found negligent of not adhering to Health and Safety regulations and may be found liable for prosecution and/or large fines should a Health and Safety incident occur.
In addition, administration staff workloads are heightened and wellbeing affected due to the need for chasing outstanding forms and information on a weekly basis and the time-consuming process associated with this. 
Due to the large number of students enrolled, there are also high printing costs associated with the forms and a large amount of storage space is required to securely store the documentation, therefore the college is being further impacted financially by this problem.

The Desired Situation
[bookmark: _Hlk81734064]It is the desired solution that an efficient, secure submission, monitoring and tracking system is created in order to ensure full compliance with the company’s Health and Safety policy (Harries & Reed 2020). The system should also adhere to the company’s data protection and GDPR policies (Computer Services Manager, 2017a; Computer Services Manage, 2017b; Computer Services Manager, 2017c). The process should provide easier sharing of information with relevant staff and should allow individual students and parents to be able to instantly submit, access and update information as and when required. It should also create a more time effective process for educational visits. The desired solution is classified as an improvement problem.

Solution Restrictions 
The solution will be affected by some restrictions, such as time, staffing resources/capabilities and budget. The solution should be completed within 10 months, in preparation for the next academic year and new intake of students. However, the responsible department currently employs 7 administrative staff who already experience high workloads. Therefore, the target date could prove difficult to achieve. Some staff within the department find change difficult to process and achieve, therefore a comprehensive training plan will be identified for all staff working on the project. Due to the current financial climate and reductions on government funding, no cost expenditure has been assigned to this project, therefore, the solution will require a cost benefit saving to prove viable and gain authorisation from management (Coleg Sir Gar, 2020). It is not expected that non-staffing resources will restrict the project as the organisation owns extensive IT resources and equipment, however, purchase of additional IT packages may need to be investigated.


Solution Owner
As the identified problem is an Administrative/Health and Safety problem it is expected that a senior administration staff member will take responsibility for solving the problem. Currently, six out of seven admin staff are admin assistants, whereas the other staff member is an admin officer and more senior staff member. Therefore, the Admin Officer will hold overall responsibility for the creation and implementation of this project.
[bookmark: _Toc81764491]Analyse information on the identified problem, to help inform the decision-making process

According to Liliana (2016), generic valuable tools which can be applied to any situation are used by many companies in order to control and assure quality processes. Liliana (2016) refers to seven basic tools which assist in identifying problems and their causes and help create solutions to such, the tools are: histogram, cause-effect diagram, pareto diagram, correlation diagram, control chart, data stratification and brainstorming/mind mapping. The report writer has utilised a number of problem-solving tools and techniques within this report in order to analyse the problem and to create a suitable solution.
Buzan (2002) states that mind maps are visual methods used by individuals or groups, in order to solve problems. The mind map in figure 2 has identified contributing factors to the problem.


Figure 2 - Mind Map
[image: ]

Another technique which can be used for analysing information on the identified problem is the 5W’s and 1H. This technique is classified as an analysis method and composes of several stages that question the fundamental characteristics of a situation, allowing the solution owner the ability to organise their thinking and planning in a logical and systematic way (Singh, 2020). 
Figure 3 clearly identifies key points relating to the current situation; what the problem is, why there is a problem, where the problem is located, when the problem occurs, who is responsible and how the problem can be rectified.



Figure 3 - 5W’s and 1H
[image: ]



The Ishikawa diagram, also referred to as a cause and effect or fishbone diagram, due to its similarity to the shape of a fish skeleton, was invented by Kaoru Ishikawa in the 1960’s. It is used to analyse the relationship between a problem, it’s causes and sub-causes (Liliana, 2016). 
Within Figure 4, the fishbone diagram has identified six factors which are key causes of the problem; mother nature, methods, equipment, finance, environment and people. Further sub-causes have been identified which specifically relate to each of these six key factors. This diagram clearly sets out the in-depth causes of the problem and will therefore allow for the opportunity to create clear aims in order to overcome each of these key factors with a suitable solution.
Figure 4 - Fishbone Diagram
[image: C:\Users\KirstyO\AppData\Local\Microsoft\Windows\INetCache\Content.MSO\35FB52FF.tmp]


[bookmark: _Toc81764492]Propose a range of solutions to the problem 

Through analysis of the above information, three possible solutions and the barriers to implementing these solutions are shown below. It is believed that setting goals using ‘SMART’ objectives can assist in planning, organising and providing structure to achieving goals. Therefore, it is important to remember that solutions to the problem should be Specific, Measurable, Attainable, Relevant and Time-based (Indeed Editorial Team, 2020). 

Solution 1 - Do nothing
As highlighted above, solution 1 could result in the company being in breach of Health and Safety regulations and the safeguarding of students and staff compromised. This breach of standards could result in the company and individual staff members being prosecuted and liable to financial penalties or even imprisonment. Another obstacle to the “do nothing solution” is the high costs associated with printing and storage and staff wellbeing and workloads.

Solution 2 - Create an online form submission and tracking platform
It is predicted that solution 2 would drastically reduce costs associated with printing and storage. This solution would also save money associated with staff costs, as the time saved processing and chasing these forms would be drastically reduced by the creation of an online system. It would also allow for easier collaboration between key staff, improve GDPR and improve the safeguarding of students and staff overall. Obstacles to this however include limited staff training and capabilities, staff are also very particular in their ways and can be objective to new ideas and processes. Comprehensive staff training would be required for the implementation of solution 2. Extensive IT resources are currently available; however, staff training would also be required to develop IT skills. A new online platform may need to be investigated and if necessary, purchased to facilitate implementation.

Solution 3 - Handover responsibility to individual tutor’s for tracking and storing paper forms 
It is predicted that solution 3 would reduce administration staff costs but potentially increase tutor staff costs and make their workload unmanageable. Tutors are also likely to object to having extra Health and Safety responsibility, despite being responsible for only a limited number of students. Staff morale could therefore be affected. This solution would see no reduction in costs as printing and storage costs would remain the same as the current situation. There would also be high training costs related to this solution as training would need to be carried out on a wider scale. GDPR would also be less secure as the forms would not be centrally stored and controlled.
[bookmark: _Toc81764493]Using a decision-making technique, evaluate a range of solutions to identify the most appropriate option 

A grid analysis is a powerful decision-making tool used when there are multiple variables present and no clear and preferred option. The use of a grid analysis facilitates the decision maker to make decisions confidently and rationally (Mind Tools Content Team, n.d.).
In Figure 6, a grid analysis has been completed by listing each option along with important factors. The grid analysis has clearly identified an optimum solution from the overall weighting totals based on the factors considered. Therefore, it is clear to see that Solution 2 - Create an online system is the best overall solution. This can be concluded as results indicate that 5 out of the 6 key factors scored highest in solution 2 compared to solution 1 and 3. Although staff training costs will be increased this solution would put the company in the optimum position to become fully GDPR compliant, reduce staff costs, improve staff performance and efficiency, improve collaboration and most importantly, become fully compliant with the Health and Safety regulations they must adhere to (Coleg Sir Gar, 2020; Computer Services Manager, 2017a; Computer Services Manager, 2017b; Computer Services Manager, 2017c; Harries & Reed, 2020).

Figure 6 - Grid Analysis [image: ]

Drèze and Stern (1987) state that the purpose of a cost benefit analysis is to provide a regular process for evaluation of decisions and their financial consequences. 
A cost benefit analysis has been carried out for solution 2 over a five-year period (Figure 7). From analysing the findings, results indicate that the total benefit over a five-year period would be £75,950, with a total annual benefit of £9,800.
In order to calculate the benefit to cost ratio, the total benefit has been divided by the total costs. The benefit to cost ratio has been calculated as 2.8:1, meaning that for every £1 spent, the company would see £2.80 worth of benefits gained, compared to the current solution. Hayes (2020) states that for a project to be expected to succeed in providing a positive net value to a company, the benefit to cost ratio should always be greater than 1.0:1.
Findings conclude that solution 2 is a financially viable solution, which would deliver cost savings in the first year and throughout the whole period.


Figure 7 - Cost Benefit Analysis 

[image: ]
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[bookmark: _Toc81764494]Develop a detailed plan for implementing the solution

According to Geraldi and Lechter (2012), the Gantt Chart is a simple and intuitive tool to display practical and visual illustration of tasks and timelines. Research from Besner and Hobbs (2008) concluded that out of seventy project management tools and techniques, the Gantt Chart was the fourth most popular.
A task list and Gannt chart have been created in order to clearly identify and map out individual steps and sequential order to the implementation plan (Figure 8). The Gantt chart is also an appropriate monitoring and review technique and allows users to visually see that objectives are being achieved and to an acceptable standard, as the Gantt chart has a progress percentage attribute which tracks current progress. A suitable buffer time has also been included for each task in order to account for any possible delays, this should ensure the project remains on track throughout the implementation process.

Figure 8 – Implementation Gantt Chart



(click to open)
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According to Bourne, (2009), the highest effective management strategy to be used on projects is successful stakeholder management, further supported by high standards of communication. Through analysis of this research it can be concluded that stakeholder management can be linked with communication and vice versa, therefore meaning that communication sharing is vital between stakeholders and the project manager. Freeman (1984, p. 46) defines a stakeholder as “any group or individual who can affect or is affected by the achievement of the organization’s objectives”. Research from Jensen and Uddameri (2009) suggests that a key element of effective project management is communication and by facilitating communication between a company and its stakeholders, a thorough understanding of the project can be achieved. It can therefore be concluded that an effective communication plan and efficient stakeholder information sharing will be vital to the success of this project. Outlined in Figure 9 is a mind map of all relevant stakeholders associated with the implementation of the solution.  Figure 10 provides a power versus interest grid which indicates levels of interest and power and who needs to be kept informed, managed closely, monitored and kept satisfied. Figure 11 shows a stakeholder classification table which explains the contributions each stakeholder will provide. Figure 12 shows a communication plan which outlines each step in the communication process associated with the implementation of solution 2. 
The communication plan demonstrates which stakeholders will receive communication about the implementation, when they will receive it and how they will receive it. The communication plan also includes time and frequency analysis therefore the project owner will be able to check if objectives are being met to an acceptable standard by monitoring the plan regularly. 

Figure 9 – Stakeholders Mind Map
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Figure 10 – Power vs Interest Grid







Figure 10 – Power vs Interest Grid
[image: ]


[image: ]Figure 11 - Stakeholder Classification 
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Figure 12 – Stakeholder Communication Plan

	STAKEHOLDER COMMUNICATION  PLAN

	ID
	STAKEHOLDER
	[bookmark: RANGE!D9]INFORMATION
	[bookmark: RANGE!E9]METHOD
	[bookmark: RANGE!F9]TIMING OR FREQUENCY
	[bookmark: RANGE!G9]SENDER
	[bookmark: RANGE!H9]ASSUMPTIONS
	[bookmark: RANGE!I9]CONSTRAINTS

	S001
	Finance
	Send costings and details of selected IT company to finance to ensure payment will be made on time to company. 
	Email costings to finance once Online system is selected and approved. 
	As per Gantt Chart 
	Project Manager
	Budget for system will be approved automatically once costings are sent due to importance of project. 
	Email response needs to be swift and constraints could include staff on leave/sick. 

	S002
	HR
	Inform HR of process changes once created in order for HR to adequately deal with any grievances that may arise as a result of the implementation of a new process
	Email change of process across once created and offer a face to face meeting if needed 
	January 2022 - Online System Procedure to be shared. February 2022 - Tracking and monitoring system to be shared
	Project Manager
	Procedures will be clear and no formal meetings needed with HR and no grievances arise from staff
	Staff are set in their ways and may not welcome new processes

	S003
	Managers 
	Share proposal via a formal meeting and present findings to manager. Update manager monthly with progress of implementation of system
	Arrange managerial meeting and present findings 
	Dates TBC/Monthly meetings 
	Project Manager
	Assumes that chosen IT online system will be approved and procedures approved
	None 

	S004
	IT Department 
	Arrange a meeting with IT Department to discuss idea solution and Suitable IT companies are identified for tender of online system
	Arrange meeting with IT Department 
	Sep-21
	Project Manager
	IT department will identify relevant IT platform or company for idea solution implementation.
	None 

	S005
	IT Company 
	Arrange a meeting with identified IT company to discuss idea solution process 
	Meeting with IT company 
	Sep-21
	Project Manager
	It Company will identify and be able to implement solution idea at an affordable cost and in line with budget requirements
	IT company may not be able to identify solution package within budget framework

	S006
	Students 
	Link to online system, forms and processes need to be sent to students in order for them to complete relevant H&S paperwork in the required timeframe to ensure H&S compliance
	Send email link to students with all required information once the process is completed
	Jul-22
	Project Manager
	Students will receive a live link with all of the required information and will be able to submit the online form with ease and on time. It will be assumed that all students will return these forms with no errors due to the creation of the digital form as part of this idea solution process
	Student email addresses for existing students may be out dated and therefore there is a chance some students may not receive the form

	S007
	Tutors
	Update tutors with processes and procedures which are going to be implemented with the new online form solution 
	Arrange meeting with tutors to update them on process and procedure change. Arrange training date and training with tutors to ensure they are adequately trained
	As per Gantt Chart
	Project Manager
	Tutors will embrace the new process and will complete training with ease 
	Some tutors may not like the new process and morale maybe affected

	S008
	Parents 
	Link to online system, forms and processes need to be sent to parents in order for them to complete relevant H&S paperwork in the required timeframe to ensure H&S compliance for those students who are under 18 years of age
	Send email link to parents of those students under the age of 18 with all required information once the process is completed
	Jul-22
	Project Manager
	Parents will receive a live link with all of the required information and will be able to submit the online form with ease and on time. It will be assumed that all Parents will return these forms with no errors due to the creation of the digital form as part of this idea solution process
	Parent email addresses for existing students may be out dated and therefore there is a chance some students may not receive the form

	S009
	Admin Staff 
	Update all admin staff with process and procedure and news about the idea solution. Staff will be briefed about training opportunities and will be given time in their working week to learn the new process for collation of forms and monitoring, tracking and storage of forms
	A staff meeting will be held to discuss the idea solution. Staff will be trained on idea solution and new processes 
	As per Gantt Chart
	Project Manager
	Staff will attend the training and complete with ease 
	Staff may be reluctant to adopt new process and may complain to management due to some staff having It difficulties

	S010
	H&S Department 
	Brief H&S department about new idea solution and processes. This will ensure H&S department are aware of changes and H&S department have access to relevant files in the event of an audit or a H&S incident arises
	Arrange a monthly meeting with H&S Department to update with progress and changes 
	Monthly meetings TBC
	Project Manager
	H&S department will embrace new processes and will pass all audits 
	None 





[bookmark: _Toc81764496]Assess appropriate monitoring and review techniques to ensure successful implementation of solution

In addition to the Gantt Chart and Communication plan above providing effective monitoring and review techniques, an action plan has also been developed to ensure successful implementation of the solution and its effectiveness once implemented (Figure 13). It is vital the solution is implemented in a safe manner and only when this is achieved will an acceptable standard have been met. The system will continue to be review once implemented in order to continue to develop and improve its effectiveness. 


[image: ]Figure 13 – Action plan for monitoring and review
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Implementation Gantt  Chart File


Implementation Gantt Chart File
Task List

		No		Task		Possible start		Length		Type		Dependent on

				Phase 1 				

		1		In-depth analysis of requirements		1-Sep-21		17

		2		Budget approval		20-Sep-21		3		Sequential		1

		3		Selection of IT platform		23-Sep-21		16		Sequential		1, 2

		4		Management approval		11-Oct-21		1		Sequential		3

				Phase 2 				

		5		Installation of IT platform		18-Oct-21		19		Sequential		4

		6		Detailed analysis of platform features		15-Nov-21		2		Sequential		5

		7		IT and Admin staff training on IT platform		22-Nov-21		3		Sequential		6

		8		Process created for student data submission		6-Dec-21		12		Parallel

		9		Process created for monitoring and tracking of forms		6-Dec-21		12		Parallel

		10		Process created for sharing of forms with relevant staff		6-Dec-21		12		Parallel

		11		Quality assurance of processes		3-Jan-22		12		Sequential		8, 9, 10

				Phase 3 				

		12		Trial system with 'test students' to find potential problems		17-Jan-22		19		Sequential		11

		13		Resolve identified problems		7-Feb-22		26		Sequential		12

		14		Update Health and Safety policy and procedure		7-Mar-22		5		Sequential		11

		15		Policy and procedure review and approval		28-Mar-22		2		Sequential		14

				Phase 4 				

		16		Share policy and procedure with stakeholders		4-Apr-22		5		Sequential		15

		17		Wider staff training on platform		18-Apr-22		61		Sequential		16

		18		Provide wider staff access to platform		18-Apr-22		12		Parallel

		19		System goes live		11-Jul-22		1		Sequential		1-18
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		Phase 1 												

		In-depth analysis of requirements		Admin Officer and Admin 1, 2, 3, 4, 5, 6		20%		1-Sep-21		17-Sep-21				17

		Budget approval		Management		0%		20-Sep-21		22-Sep-21				3

		Selection of IT platform		IT Manager and Admin Officer		0%		23-Sep-21		8-Oct-21				16

		Management approval		Admin Officer		0%		11-Oct-21		11-Oct-21				1

		Phase 2 												

		Installation of IT platform		IT Manager		0%		18-Oct-21		5-Nov-21				19

		Detailed analysis of platform features		IT Manager		0%		15-Nov-21		16-Nov-21				2

		IT and Admin staff training on IT platform		IT Manager		0%		22-Nov-21		24-Nov-21				3

		Process created for student data submission		Admin Officer and Admin 1, 2		0%		6-Dec-21		17-Dec-21				12

		Process created for monitoring and tracking of forms		Admin Officer and Admin 3, 4		0%		6-Dec-21		17-Dec-21				12

		Process created for sharing of forms with relevant staff		Admin Officer and Admin 5, 6		0%		6-Dec-21		17-Dec-21				12

		Quality assurance of processes		Admin Officer, IT Manager and H&S Officer		0%		3-Jan-22		14-Jan-22				12

		Phase 3 												

		Trial system with 'test students' to find potential problems		Admin Officer and Admin 1, 2, 3, 4, 5, 6		0%		17-Jan-22		4-Feb-22				19

		Resolve identified problems		Admin Officer/IT Manager		0%		7-Feb-22		4-Mar-22				26

		Update Health and Safety policy and procedure		Admin Officer and H&S Officer		0%		7-Mar-22		11-Mar-22				5

		Policy and procedure review and approval		Management		0%		28-Mar-22		29-Mar-22				2

		Phase 4 												

		Share policy and procedure with stakeholders		Management		0%		4-Apr-22		8-Apr-22				5

		Wider staff training on platform		Admin Officer and Admin 1, 2, 3, 4, 5, 6		0%		18-Apr-22		17-Jun-22				61

		Provide wider staff access to platform		IT Department		0%		18-Apr-22		29-Apr-22				12

		System goes live		IT Manager		0%		11-Jul-22		11-Jul-22				1
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Finance

Finance will be responsible for monitoring and approving any costs associated with the implementation of
this solution and overall will be responsible for the management of the budget

HR

HR will deal with any grievances which arise as a result of the implementation of the solution

Managers

Managers will receive a proposal of the solution and will select and approve the best solution. Managers
will be updated regularly and their prime role in this project will be approving the formulation of processes
and budget. Overall key role of management is decision making and they will make the key decisions in
this project

IT Department

IT department highlight suitable technological solutions and provide support in the implementation of
selected IT Packages. They will provide an advisory role initially however will be responsible in the long
term for ensuing the smooth-running process of the system.

Students Students will be required to utiise the online platform once up and running

Tutors Tutors will undergo training to ensure they know how to use the platform. Tutors will have a minimal role
to play in the implementation of this project.

Parents Parents will be informed of the new process and their fole in this solution will be primarily ensuring they
are using the platform properly once created

‘Admin Staff "Admin Staff will be required to undergo training and familiarise themselves with the process. The admin

officer will overall be responsible for ensuring the implementation of this project. The admin officer will
have the most influence over decision makers in the project.

H&S Department

H&S department will have an advisory role and will ensure the selected platform meets H&S criteria.
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Development Goal Action Steps Complete by (Date)

What support and 

resources will I need?

Evaluation/Success 

Phase 1 commencement 

meeting to set out 

expectations

01/09/2021

Meeting room, staff 

availability, Gantt chart 

and communication plan

Roles and 

responsibilities agreed

Phase 1 closing meeting 

to check on progress 

and address issues

11/10/2021

Meeting room, staff 

availability, Gantt chart 

and communication plan, 

progress reports

100% progress of Gantt 

chart and 

communication plan 

achieved

Phase 2 commencement 

meeting to set out 

expectations

18/10/2021

Meeting room, staff 

availability, Gantt chart 

and communication plan

Roles and 

responsibilities agreed

Phase 2 closing meeting 

to check on progress 

and address issues

14/01/2022

Meeting room, staff 

availability, Gantt chart 

and communication plan, 

progress reports

100% progress of Gantt 

chart and 

communication plan 

achieved

Phase 3 commencement 

meeting to set out 

expectations

17/01/2022

Meeting room, staff 

availability, Gantt chart 

and communication plan

Roles and 

responsibilities agreed

Phase 3 closing meeting 

to check on progress 

and address issues

29/03/2022

Meeting room, staff 

availability, Gantt chart 

and communication plan, 

progress reports

100% progress of Gantt 

chart and 

communication plan 

achieved

Phase 4 commencement 

meeting to set out 

expectations

04/04/2022

Meeting room, staff 

availability, Gantt chart 

and communication plan

Roles and 

responsibilities agreed

Phase 4 closing meeting 

to check on progress 

and address issues

11/07/2022

Meeting room, staff 

availability, Gantt chart 

and communication plan, 

progress reports

100% progress of Gantt 

chart and 

communication plan 

achieved

Admin Officer to review 

Gantt chart progress on 

a weekly basis

Jul-22Access to Gantt chart

Gantt chart updated 

periodically by staff

Trend chart completed 

monthly to assess 

effectiveness

Aug-23

IT access, access to 

reporting data

Trend chart showing 

downward trend of 

outstanding forms

Quarterly meetings with 

team

Aug-23

Meeting room, staff 

availability, reporting 

data, trend charts

No issues identified

User questionnaires  Jul-23

Questionnaire creation 

and distribution, 

participation from 

system users – staff, 

students and parents

+80% satisfaction score

Improvement/developme

nt of system

Review first year data Jul-24Reporting data

Improvements 

implemented

Action Plan

Monitor and review 

progress of solution 2 

implementation

Monitor and review 

effectiveness of new 

system in first year
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