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This report will discuss problem solving that may be complex and how it has a major impact in the workplace. I will also identify the problems by analysing information that results into making the final decision, while evaluating various solutions by using one decision-making technique; and assessing correct measures used when reviewing techniques that ensures successful implantation of the solution. The topic I will be discussing is ‘managing conflict’ at my workplace between 2 staff members. 
[bookmark: _Hlk29583425]There are many different reasons why conflict at work may occur such as misunderstandings/miscommunication, discrimination, lack of support, poor management/poor service, different styles of working and differences in beliefs.  Dirks and Parks stated that the interdependence of those who are conflicting usually have separate differences in values, goals or aims outside of the workplace, and are likely to have those same differences in the workplace (Dirks & Parks, 2003). It is normal for disagreements occur in the workplace amongst others due to differences in beliefs. However, in some cases, disagreements can turn into heated arguments. Notable signs of conflict can be raised voices, aggressive tones and strict facial expressions. According to Hocker and Wilmot (1985), conflict is usually associated with lack of communication. ‘Communication is the central element in all interpersonal conflict’ Hocker and Wilmot (1985). There are many reasons for conflict management, which include staff training, changes in the workplace, changes in job roles, and conflict policies. Putnam and Poole (1987) stated that the key factors of conflict in organisations are competition for resources, participation in decision making, work distributions, and system coordination. 
Being able to manage conflict helps to develop both personal and professional relationships between employees, managers and service users. In order to manage conflict in an effective way, it is important to figure out where and why the conflict has occurred, and once it has been identified, appropriate action can then be taken to resolve the problem. This includes having a professional discussion and being able to practice managing conflict. 
There are 5 main management approaches to resolving conflict - accommodating, avoiding, competing, compromising and collaborating. 
Accommodating is the opposite of competing. The team leader or manager will work against their own aims and objectives because another staff member may have better outcomes and goals and they may have expertise in that field.   
Avoiding: One way a team leader or manager may solve conflict is by avoiding the situation, especially if they know the situation will only escalate, however avoiding the situation will only leave other staff members and the manager themselves to unfulfilling their overall goals. an issue is one way a manager might attempt to resolve conflict. 
Collaborating is effective when situations are complex and may involve a team of managers in order to achieve effective goals and solutions that will result in a win-win and not a win-lose situation.  
Competing: This win-lose approach may be used in times of need (urgent, emergencies etc) as in this case, the manager is usually assertive and gets their points across firmly in order to achieve their goals without considering other employee’s opinions. 
Compromising: Compromise usually results in both team/staff members and managers having an unachieved goal, which is called a lose-lose situation. A mild level of cooperation and firmness is required. Compromising is appropriate for short-term solutions and the end goal is equally important to both team members and managers. (Kenneth W. Thomas and Ralph H. Kilmann)
When it comes to handling conflict in a professional setting, it should be handled in the correct manor. Approaching the situation in a professional way will help to resolve the issue. Asking questions to seek clarification will help all parties to understand the situation clearly without it needing to lead to confrontation. When it comes to teamwork, conflicts are will arise eventually from time to time as it is natural for it to happen in a workplace setting. Once any misunderstanding is eliminated, making new solutions that will benefit everyone in the group will help to keep the team in cohesion. Avoiding discussing the issue will not make the problem disappear, and it is more likely to become worse and may cause the team to fall apart. It is important to communicate well with other team members to find the root of the problem. Poor communication is one of the main reasons why conflict occurs in the group. Observing how members in the group communicate with one another is important, and in some cases, if managers are involved in the meeting, the following questions may be thought about:
· Are members expressing their concerns honestly and open enough?
· Are members actively listening to one another and understand what is being discussed?
· How does each member feel – devalued or valued? Appreciated or unappreciated?
· Is there more constructive criticism or inappropriate criticism (blaming each other)? 

Although there is no possible way of eliminating conflict completely, there are many ways of preventing conflict in the workplace as much as possible. Finding out how different people work will help to find a common agreement amongst everyone in the group and workplace. Planning will also help to avoid conflict as it creates a way to effectively communicate and establish ground rules. When rules are in place, members will follow and eventually work in cohesion with one another, especially if there is good communication. 

Personal Work Experience
[bookmark: _Hlk29578164][bookmark: _GoBack]As a night staff care assistant at my workplace called Clifton Gardens Residential Centre, my role requires me to ensure that agency staff are aware of all policies and procedures and they understand the tasks that need to complete, and to make sure all residents are comfortable and are ready for any emergencies, for example if a resident has had a fall, if there is a fire, or they are feeling unwell. As a night staff these are big responsibility between 2 or 3 staff members. If there is lack of communication, tasks become stale and the workload becomes difficult and a struggle throughout the night. If I am worried about how little facilities there are in the residential home, it is my duty to discuss this in a team so that I know for others to take in consideration, although they may disagree with it. It may cause tension as one team member could go off on a different concern, they may find more important such as lack of medication, and the discussion may just be about medication instead of the overall problem. 
As a healthcare assistant Clifton Gardens Residential Centre, my role is to make sure my residents feel comfortable and ensuring that agency staff are on task and medications are completed on time and be prepared for any emergencies that may occur or if a resident is not well. In this case, two staff members who I work with regularly were not good on good terms with each other due to their own personal conflict which affected our performance at work daily. Around the same time, one of the residents was unwell and they were responsible for looking after the resident and report back to me so can report it back to management the next morning on how the resident was feeling. However, they were on the other side of the building, thinking that there were other staff members looking after the resident. Due to their lack of communication, one staff member thought that the other staff member was monitoring the patient, although I found out that it wasn’t the case. When I began my shift, I had found out that the patient was not being looked after until I arrived. As a result, the resident was admitted to the hospital the following day and this information came back to me as the team leader of the night. 
Decision making tool – SWOT Analysis
The SWOT analysis is an easy way to understand clearly one’s strengths, weaknesses, opportunities and threats. It can also be used to analyse an organisation. Many healthcare organisations use SWOT analysis to evaluate many different key aspects of its organisation in steps, and there are usually 4 steps. The first step requires what healthcare organisations assess what key data should be included - such as sources of healthcare funding, current status of medical technology and the health status of the community. Once the correct data has been through the analysing process, the assessment of the organisation is then evaluated. Data is collected and organised in four different categories including internal and external factors and in the second step of the SWOT analysis. These include Strengths and Weaknesses being the internal factors and Opportunities and Threats being the external factors. In the third step of the SWOT analysis, this step requires a SWOT matrix for the business options that are being developed. In this last step of the SWOT analysis, this is where the best option is selected to suit the finalised practical plan of the organisation through a decision-making process. 

	
	SWOT for myself 
	SWOT for Clifton Gardens Residential Centre 

	Strengths
	I have transferable skills such as communicating effectively and good listening, I can multitask when different things are happening at once.
	Developing modern technologies and equipment for older people and focusing on improving quality of life  

	Weaknesses
	To improve time management in every aspect – learning how to set my priorities. To improve and develop my leadership skills
	Lack of outdoor activities and some facilities are out of date. Tends to be poor communication now and again and in result, conflict amongst staff members 

	Opportunities
	Shadowing seniors at my workplace to experience what they do daily
	Developing on new service initiatives for example working with healthcare organisations (NHS mainly) to increase funds for better healthcare programs. 

	Targets 
	To learn managerial skills. To complete a short course in how to train staff in the health and social care field. To go into social work or occupational health when I finish the health and social care level 4
	Targets that the organisation looks to aim for is increasing the demand for new medical technology and finding interventions to increase the amount of outside activities to improve the quality of life for the elderly



PESTLE
Political factors
Political factors in healthcare and in other industries include changes in tax laws, consumer protection laws and employment regulations. The government spending money on health have a major impact on tax policies. The wanless report (2006) made a comparison of the level of productivity 5 years after the NHS reforms in 2000, and the NHS in 2001. 70% of the money put into the NHS went towards ‘Agenda for Change’, however, despite the increased investment, the level of productivity did not increase. 
Economic factors
There a few economic factors that affect the healthcare industry such as credit availability, unemployment and interest rates which all have a huge influence on spending policies from consumers and companies. The impact of globalisation and labour costs are also affected. Examples include waste management, transportation, pollution discharge and water quality. 
Social factors
In terms of social factors, it is important for industries to put culture of consumers a forefront so that service users feel that their values and beliefs are being respected. By promoting population health, social mobility and education will help to develop quality of care.
Technological factors
Technological factors have a global impact on transfers of technology, reducing the costs of communication, the internet, research and data activity and emerging technologies. Innovations allow new and old ways of doing things and tackling problems which does not have to involve technology – new approaches can be through verbal and written communication. When it comes to healthcare, resourcefulness is essential, especially in medical organisations. Technological innovations can be useful when it comes to marketing strategies, which creates growing opportunities for healthcare companies.  
Porters five forces
Porters five forces was created by Michael E. Porter in 1979. It is a strategic management tool that analyses a person’s competition by breaking down five categories that looks at pacific factors to determine whether a business is profitable or not, whether it is a small local business or a big company. The five specific forces include competitive rivalry, bargaining power of suppliers, threats of new entrants, bargaining power of customers and threat of substitute products or services. Healthcare services use these five forces in their industry. 
Threats against new entrants
When it comes to bringing innovations to health and social care, new entrants come into place as it creates new ways of doing things through reducing costs of health care services, lower pricing strategies and providing valuable propositions. Opoku (2015) claimed that there are various hospitals that cover ‘plenty of land’ and that it is difficult for new entrants to come into the industry. Other reasons why threats against new entrants are at a low level is due to government regulations as they must ensure that all hospitals that come into the industry have the right technology and guidelines needed to run health care centres. There are many ways in which health care commissioning groups and hospitals across the UK and England can tackle threats to new entrants, including extra funding towards research and development and improving quality of care by implementing new services and new products. 
Threats of substitute
Threats of substitute means that some people do not like going to hospital services for care, and therefore may find another substitute that they find to be cheaper, quicker and more efficient for them. Some substitutes people may consider for specific treatments hospitals do not provide can be acupuncture, yoga and massage therapy. In this case, hospitals may lose or have a high reduction of their organisation profit across all sectors. Some ways in which hospital industries can tackle the threat of substitute is by focusing more on the services itself and not just the products; and focusing more on the service user’s quality of care and needs rather than what they are buying. 
Supplier Power 
Within the hospital industry, different companies buy their material from many suppliers. These suppliers especially powerful ones are high in position as they can negotiate higher prices which can create both a negative and positive impact on hospitals. This is can be due to when suppliers bargain at a higher cost, it decreases the profitability of hospitals. In this case, healthcare professionals have a lot of power when it comes to informing their patients which medication is recommended for them, hence why bargaining power of suppliers is moderate in the hospital industry. Hospitals can develop and improve demand and supply by experimenting with different supplies, so that if the prices were to increase, the company can change to an alternative; and making sure that their supply chain has enough efficiency with suppliers. 
Buyer Power
When it comes to improving people’s quality of care and health needs, buyers demand a lot when it comes to bargaining power. They want to buy the best offers available at a low cost, which can put pressure on the NHS as it affects the profitability in the long run. The NHS can tackle and improve bargaining power of suppliers by developing a large base of consumers which will allow the production process and sales to run smoothly, and lessen the bargaining power of buyers; by modernising new and improved products which will also reduce the bargaining power of buyers as consumers usually look for offers and discounts. 
Fishbone analysis
The fishbone analysis is also known as the cause and effect analysis. It helps health care professionals to analyse the root cause of the problem they might have found conflicting. When it comes to identifying the main causes, the fishbone diagram helps to indicate the most challenging areas and narrows it down to the main causes to help you to understand the problem at a clearer level. Knowing the actual cause of problem can help to implement a solution quicker. When it comes to teamwork, this analysis can help each member to focus on root of the problem, rather than what has already happened which can reduce or eliminate conflict. It is important to include as much information as possible by asking how, when and where so that each team member come to agreeing terms, demonstrating the diagram clearly as possible with the staff members involved can allow room for testing possible solutions when more data is collected. 
 People 
The resident wasn’t looked after by other staff and the case was reported back to me. I then reported it to the duty manager
Process


A resident who has dementia had been in pain from suspected broken hips to the extent he could not sleep. An ambulance was called in this case and they were taken into hospital. 

	
Due to lack of communication, one staff member though that the patient was being monitored and I had found out that the resident had not been checked till I arrived. 



Performance
Product



The root cause of the problem was conflict between the staff members who were on duty, due to lack of communication. They had their own personal problems which affected their performance at work. In this case, I verbally reported this conflict to my manager, and wrote to my duty manager, and they sent an email to the manager. Looking back at the scenario, there was a lack of training on how to professionally deal with conflict between team members, meaning they should have put their personal problems to the side and deal with the situation professionally. In terms of implementation, there should be regular supervision amongst staff, and training on how to deal with different types conflict in a professional way. 
There are many benefits of root cause analysis, which is why it is used as a tool for healthcare organisations. Through addressing the root of problems, organisations can improve the efficiency of quality of care and safety within services. Root cause analysis also helps organisations to identify any underlying risk during processes, which can help to prevent any type of risk in future events. To ensure that proactive improvements are being made across the delivery of healthcare, knowledge should be shared amongst all staff members and multidisciplinary teams. When it comes to putting a root cause analysis together, investigators will usually ask questions, for example, if a resident had an incident, they may ask questions, depending on the scenario. In terms of supervision of staff, questions that may be asked are:
When it comes to patient identification process, the following questions may be asked:
· Are specific resident documentation processes and procedures in place? 
· Did the staff member verify the resident’s identity? 
· How was the resident recognised? 

In terms of staffing levels, the following questions may be asked:
· How many residents were allocated to the care worker who was involved in the incident? 
· What are the typical staffing levels on the unit? 
· How many staff members were working on the unit where the incident happened? 
When it comes to training of staff, the following questions may be asked: 
· Does the residential home offer medication safety training?
· Did the staff member involved in the incident partake in health and safety training?

When it comes to competency assessments, the following questions may be asked:
· Are staff members in the residential home required to demonstrate their ability in health and safety?  
· Did the staff member who was involved in the incident demonstrate medication administration competency?
· Who was supervising the resident who was involved in the incident? 
· How many other residents was the supervisor responsible for? 

Conflict and conflict management
	Advantages 
	Disadvantages 

	Good for identifying and understanding different people’s behaviours and personalities (who are the mediators, leaders, quitters, etc)
	Poor communication can occur

	Good for acknowledging why people think the way they do (understanding staff members better)
	May take a toll on emotions 

	Good for understanding why conflict occurs and finding solutions to solve them
	Chance of disrupting consumer sales and production 

	Can create a holistic workplace in the future 
	Can result in loss of customers and business

	
	Lack of training 




Conclusion 
[bookmark: _Hlk19093455]To summarise the SWOT analysis, deciding what goals and aims that need to be achieved before creating the SWOT analysis will help to decide whether or not it is the best strategy tool to use in the framework, making sure that is short but simple will help to remember to include only the most important details. As an example, if I feel that my team are at a strength, I would include the important details such as their specific experience and skills, why each staff member is a strength and how we can help each other meet our goals within the workplace. When the SWOT analysis is complete, listing what needs to be prioritised in order (most important factors to least important factors) can help to distinguish what needs to be done first. Getting more than one perspective on how the organisation can develop can benefit everyone that gets involved such as service users, staff members, managers and suppliers. It is important to find clear ways to apply the SWOT analysis to the issue that needs to be solved or the aim of the goal to be achieved rather than talking about the organisation as whole. Making separate SWOT analyses can be helpful – one for individual issues and another for the organisation. Focus on where the organisation is now and how it will be in the future, as well as where your own self would like to be. Considering who the competitors are and be accurate about how the business compares to others. To summarise porters 5 forces, it is beneficial however there are limitations, as it cannot be universally applied to all businesses like the fashion industry due to it’s framework – not every factor applies to it such as consumer taste. Although the porter’s 5 forces is used widely in most businesses, companies should consider other models in their strategy framework due to its many limitations. 
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