PROBLEM SOLVING AND DECISION MAKING

Executive summary

Decision skills are very required to be present within the management of every organisation. Best decisions are required wherever an organisation is experiencing severe crisis. This report also focuses on a similar crisis, which has happened in the National Health Service (NHS), where the employees (and social workers) are not properly trained and they lack effective communication skills. A decision of training them has been taken by the management. The report has effectively provided an action plan and have suitable discussed what is required to be done in order to implement the selected solution. There are several risks that are involved and those are required to deals with in a very effective manner. Lastly a recommendation is made regarding the usage of technology in the overall procedure. 
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1. Introduction

Coordination is something, which is considered to be a very important feature that needs to be maintained at a workplace. This helps the employees of an organisation to attain the organisational objectives in a very short span of time. It is the role of the human resource manager to control the human resource and the associated conflicts within a workplace. The role of human resource manager start from the very recruitments process to the development of those candidates recruited. Its main responsibility is the decision making regarding proper and stable working of the organisation. The study effectively focus on the decision making process regarding an internal problem. It also aims to provide effective and required recommendations in order to eradicate the issues.  In order to effectively achieve this, a Public sector organisation, National Health Service has been considered. The report has effectively analysed the workplace issue and suggested suitable solutions towards the reduction of the problems within National Health Service.
2. Identifying a problem existing within a business
National Health Service is  considered  to be the largest public sector employer in UK, which is well known for its effective health services and the care service it provides. As influenced by the idea of Dingwall (2014), it can be said that health care service is something, which is a very essential aspects nowadays and there is a need to effectively provide it in order to be in the competition. Customers here refer to the service users. Recently, it has been identified that this organisation is currently getting negative reviews regarding its health care services that it provides at its chains and in various associated centres. The service users have reviewed this over the social media and this has generated lot of chaos and the competitors have taken huge lots of benefits because of this (Galea, 2017). 
2.1 Scope
It can be stated that there is a need to effectively analyse the issues before posing its solutions. In this context, it can be stated that the issue of negative health care services reviews is associated with the employees, who are currently at the health centres. It has been identified that that there is a high need to educate and train the employees in such a manner so that they can understand the needs of the service users. As influenced by the idea of Neubauer and Lank (2016), it can be said that analysis of the scope of the issue is another such factor that needs to be considered while in the process of suggesting solutions to the issue. As influenced by the idea of Bruhn and Zia (2013), it can be stated that the scope of the current issues focuses on the high impact that the issue can create over the organisation. It can be stated that the issue of providing bad health care service due to unskilled workers can prove to be very disastrous for the organisation. As influenced by the idea of Dartey-Baah et al. (2016), it can be said that such an issue can effectively lead to loss of revenue and a huge amount of service user base as this opportunity will be utilised by the competitors and they will try to lure the service users through different attractive means. It will also lead to degradation of the overall health services in entire UK.
2.2 Impact 

In order to analyse the impact it is very necessary to discuss the particular issue after its identification. Hence, after identification of the issue the National Health Service is required to report that to the supervisors, official authorities, managers, reporting officers and other staffs of the organisation. It has been analysed at this particular issue will hamper the revenue very high rate. It will also result in decreased health standards. This will also decrease the total number of private organisations associated with National Health Service. In such a situation there is a need to design effective strategies to control the health care service that is currently being provided. As influenced by the idea of De Mel et al. (2014), it can be stated that National Health Service is a very well known organisation for its excellent health care services hence in such a case there is a need to hire efficient employees who can deliver the appropriate service that is required. Decrease in revenue will impact the overall organisation. It will result in closing of many of the centres and resulting in decreased health facilities for the citizens of UK. It will also lead to decrease in overall employee motivation.  As a result of this, National Health Service will lose its huge market share that the company currently owns. It will also result in returning back the amount that the investors have spent in the public organisation. As influenced by the idea of Falola et al. (2014), it can be stated that the company can face financial crisis as well and as this organisation is a public organisation, it will impact the overall economy of UK. Hence the impact of this issue is huge and the organisation is required to take effective strategies so as to control it with immediate effect.

3. Analysis of the identified problem

3.1 Causes of the problem

It has been observed that there are several issues that are causing improper performance of the employees and they are unable to provide effective health care services. The first cause that has been identified is the blurred goal. As influenced by the idea of Jonathan et al. (2018), it can be stated that in order to give a best, there is a need to have clear targets. In the context of National Health Service, it can be stated that another cause of the lack of performance of the employees is the inefficient communication in between the management and the employees. The management does not make the employees aware of the required goals and the objectives. This also results in inefficient performance (Lorenz et al. 2016). Moreover, it has also been identified that being the largest public sector employer in UK, National Health Service has a culturally diverse culture and the employees along with the service users belong to different cultures and regions. This results in inefficient communication as the languages and the accent creates numerous barriers for the employees. In this context, it can be stated that as English is known to be used while communicating universally, the employees are required to understand that speak English in a correct manner. Another cause that has been identified is the lack of appropriate leadership within the organisation. It has been identified that currently National Health Service lack proper leaders, who are able to guide the employees in a proper manner. Hence, this is an effective cause for the lack of proper performance from the employees. There is a need of proper and effective communication skills as the service users are either physically or mentally disabled and there is a need to understand their needs in a different manner.
4. Range of alternative solutions

After completely discussing it with the management in regular meetings it has been analysed that several steps are required to be taken in order to eradicate this issue completely. As influenced by the ideas of De Mel et al. (2014), as it can be stated that there a need of analysis of all the solution suggested by the management and the selection of the most suitable solution is very much needed. Hence, it is required that all the ideas and the suggestions are documented and then analysed for the selection of the most appropriate solution. As influenced by the idea of Lorenz et al. (2016), it can be stated that after discussing the various sources of the problem and the different ideas, which are required to be implemented it can be stated that training is required to be provided to all the staff members who are currently at the health centres. Upon the meeting it was agreed that the issues are required to be dealt with immediate effect as they have the capability of impacting the organisation in a very good manner. Within the meeting all visible and possible causes of the issues were highlighted and it was effectively discuss that there is a requirement of proper training in order to provide better health care services. As influenced by the idea of De Mel et al. (2014), it can be stated that within the meeting, the service users’ feedbacks over the social media were also demonstrated and based on which it is highlighted that the employees’ misconduct is the only reason that is very much visible. It is observed that there is a lack of communication skills within the currently hired employees. Also, it has been analysed that the new staff is unable to solve all the queries of the service users like the patients with dementia and they are getting frustrated very easily. Hence, there is an effective need to educate the employees regarding the required skills and knowledge. As influenced by the idea of De Mel et al. (2014), it can be stated that employees are required to be made aware of the situation that is being cause because of their current behaviour and demonstration. It can be analysed that in an organisation like National Health Service, where employees are the ones who represent the organisation it is very necessary to possess effective communication skills. Many have suggested that employees are required to be provided with incentives so that they can perform well and try to provide best health care services. As influenced by the idea of Lorenz et al. (2016), it can be stated that many have also just suggested that the new employees must not be installed because they are very weak and they must have a different set of employees who already possess a very effective communication skill. After complete analysis of all the suggestions it can be suggested that there is a requirement of effective decision making without any further delay so that the best can be deliver to the service users and clients of National Health Service. There is a need to retain back the old service users so that the organisation can retain back its brand name based on excellent health care services providing skills (Lorenz et al. 2016).
5. Using of decision making skills

As influenced by the idea of Falola et al. (2014), it can be stated that the most effective and primary method that has been identified in order to establish the best baseline for the employees is through the means of making them aware and understand of the situation in which they can effectively combat with their own problems. This will effectively make them enhance their personal and professional performance. Within this, it has been identified and decided by the complete management that training needs to be provided to the employees so that they can handle the difficult service users in the way they should. It can be noted that it is the employees, who represent an organisation especially in health care centres. The other solutions that are being provided by the management staff are very much cost enhancing and time consuming. Hence, it has been decided that the professional development training will be provided to all employees of National Health Service. As influenced by the idea of Jonathan et al. (2018), it can be stated that the first step will the concentration on employees who are not at all experienced and lack knowledge. The decision of professional development training is agreed by all the members of the management and board of directors. This approach has provided a very vast agreement from all the members as this will prove to be very much effective for the organisation in order to regain back its own position. It can be stated that the functional areas and professional skills of the employees will effectively be enhanced with the implementation of training. As influenced by the idea of Lorenz et al. (2016), it can be stated that the employees will be able to fill in the gaps of the areas in which they lack. Their professional development will increase at a very fast pace. Employees will also be able to be there weakness and work up on it. This training will make the employees more responsible towards their work and the service users. They will be able to rectify their mistakes and work towards their development as well as the development of the organisation (Lorenz et al. 2016).
The professional development training was effectively being selected to be the most appropriate solution for the issue caused by negative health care services because it is the employees who needs to be trained as they are the ones who are causing the negative impacts. Professional development training will have multiple benefits it will help in increase the performance of the employees and in return the organisational performance will also get increased. It will result in providing the utmost care that needs to be provided to the service users. The professional development training will also help in the process of recognition of future managers and leaders of this organisation. This will be resulted in a very positive and effective health care services. As influenced by the idea of Falola et al. (2014), it can be stated that it will increase the job satisfaction level and make the employees feel that they are being valued and considered to be an asset for the organisation. As influenced by the idea of Jonathan et al. (2018), it can be stated that this professional development training will enforce a sense of competition in all the employees and they will be able to strive for their position and post based on their performance.
6. Development of plan for implementation of solution

The first thing that is required in this context is the conduction of regular meetings. After the solution is chosen and the implementation plan is selected, it is required that proper steps are taken in order to implement the solution in a proper way so that benefits can be attained at optimum levels (Lorenz et al. 2016). 
	Action
	Description
	Time

	Conduction of meeting
	This can be considered to be the most primary step. It can be noted that within an organisation, it is required that all the management, government and the employees are involved while in the process of taking effective steps. Within this meeting, there is a need to document the minutes of meetings so that it can be followed for effective planning.
	After every 15 days

	Selection of venue
	As National Health Service  health care centres are all over UK and the issues are spread over almost majority of the branches, it is required a proper venue is selected for the provisioning of training. As influenced by the idea of Jonathan et al. (2018), it can be stated that this will the second step in the action plan. A proper and a centralised location need to be selected, where majority of the employees can be called and trained upon. This will prove to be very beneficial.
	2 days

	Appointing of external trainers
	From the analysis of the issue, it has been identified that there is a need to train the employees with proper and efficient communication skills. The trainer, who is required in this case, is required to be proficient in the required subject. It is also required that the trainer must be very much aware of the different communication type that needs to be there especially a communication in between a care provider and a service user. As influenced by the idea of Sok et al. (2018), it can be stated that for this reason, external trainers are required to be hired, who can teach the employees with proper and efficient communication along with presentation. In addition, the employees are required to be made aware of the different body and sign languages, are being used by the different service users, who are unable to speak (Lorenz et al. 2016). 
	12 days


	Risk assessment
	Before the implementation of the solution and partial actions, it is required to analyse certain steps in order to assess the risks that are involved with the implementation of personal development training for employees. As influenced by the idea of Sok et al. (2018), the only visible risk that is there focuses on the probability that if after completion of the training an employee leaves and joins another organisation then that would create an added advantage to the competitors. Hence, this needs to be effectively sorted.
	5 days

	Conduction of training
	This is the most essential aspect in the complete action plan. This is the main step as it is what that is required. It must be noted that training needs to be provided in such a manner that all the employees can gather whatever that is taught to them.  For this, it is essential that trainers spend their entire time and keep focus on all the employees. There is a need to effectively provide concentration to the employees, who are currently hired and are not very much adapted to the National Health Service and the service users that are required to be handled (Seidman, 2017).
	8 days

	Conduction of demo classes
	There is a need to conduct some demo classes, wherein the employees can practically experience the way in which they are required to communicate with the service users. As influenced by the idea of Sok et al. (2018), within this training, the star performers can effectively help and this will result in an added advantage to the employees because they will be trained by the employees, who have practically faced the worse situations and they have tackled it in a most desired manner.
	7 days

	Monitoring
	This step is also very important. After the completion of the entire training and demo classes. As influenced by the idea of Akgün et al. (2015), it can be stated that it is required to effectively monitor that whether the employees are performing in a manner that is expected from them. For this there is a need to evaluate their performance and monitor their actions and the way they are communicating with the service users. 
	30 days


7. Communication of the plan to the stakeholders

It is very necessary to keep the stakeholders informed regarding the decision that are being taken within an organisation. As influenced by the idea of Roberts et al. (2016), it can be stated that in this case, in order to eradicate the issue, it has been decided that there is a need to effectively train the current employees, who are in the health centres. This need proper trainers and the demo teachers, who will be able to make the employees learn about the different communication, negotiations and the presentation skills that are required to be present within the staff of National Health Service. As influenced by the idea of Kurtz et al. (2016), it can be said that there is a need of possessing efficient communication skills, and this is very much in need and demand in the current market. Hence, in order to inform the stakeholders of National Health Service, an email is required to be sent regarding the complete details of the training so that they can be well informed regarding the issues and the way it is being deals with. As influenced by the idea of Sok et al. (2018), this will maintain the transparency within the organisation and the stakeholders will be valued.
	To: Stakeholders@ NationalHealthService.gov.uk
From: Management@ NationalHealthService.gov.uk
Cc: BoardofDirectors@ NationalHealthService.gov.uk
Subject: Information regarding immediate conduction of training session for employees
Respected

This email is regarding the current solutions that are being implemented within National Health Service in the context of the negative health care service reviews that have taken over whole of social media. It is a matter of deep concern and needs immediate solutions and effective decision making. It is to notify that a training session is currently being organised by the HR department of National Health Service. After the complete analysis of the issues, it has been identified that these negative reviews and the complaints are the resultant of the lack of effective communication and informative skills within the newly hired employee batch of 2017. Hence, it is very much required to sharpen their skills and to provide them with all the details so that they can handle the difficult service users and provide them with the instant help and utmost care. 

The details of the training is provided below

The training will be conducted from 26th of November 2018 and it will be a complete 45 hours training. This training will be inclusive of demo classes as well. The star performers of last year will provide the demo classes. It has been decided that 3 hours training will be provided to the employees each day. The main topic of the training session will be ‘Efficient communication skills’. This training will teach the employees ‘How to communicate with the service users and how to handle any conflicting situation’.
The employees will then be tested in their respective demo classes. Please note that they are required to pass an evaluation test, based on which further attempts will be made in order to enhance their complete skills and knowledge. Please let National Health Service HR department know if there is any other suggestion, which can be implemented. The ideas will be effectively incorporated to the best of the needful.  
Regards


8. Monitoring and reviewing technique

In order to effectively monitor the employees after the complete training procedure, there is a need to hire evaluators. As influenced by the idea of Kurtz et al. (2016), it can be said that inspectors and evaluators will be able to inspect the way the employees are communicating with the employees. Effective regulations and other legislations within Health care sectors are also required. These are also required to be properly monitored. Based on the performance of the employees, performance appraisals can be conducted and incentives can be provided. As influenced by the idea of Dartey - Baah et al. (2016), it can be stated that this will enhance the complete monitoring process through the means of boosting the motivation levels of the employees. This will also enhance the overall performance and will help the employees to attain their goals in a very positive manner. As influenced by the idea of Sok et al. (2018), the monitoring and evaluation technique that will be used will be direct observation through the means of which proper focus can be provided to the employees and their way can be evaluated. 
9. Recommendation

After the complete analysis of the overall action plan and the other actions, it can be recommended that the action plan lacks the utilisation of technology. Within this, it can be recommended that in place of selecting a centralised venue for the training, video conferencing and webinars can be conducted so that all the employees can avail the training and this will not even require to, come over to a physical location. As influenced by the idea of Sok et al. (2018), this will save time and money. Another technological aspect, which can be recommended, is the usage of 360 degree performance appraisal software while in the process of evaluation and performance management. This can be effectively utilised in the step of performance monitoring. This will helps in analysing the performance of the employees in a better manner and it will also lead to better decision making and unbiased results. 
10. Conclusion

After complete analysis of the report, it can be concluded that there is an effective need to focus on the current situation that National Health Service is currently facing. It has been identified that the currently the organisation is experiencing negative service user reviews over the social media. The main reason that has been identified causing this issue is the employees’ performance and the lack of effective communication skills. It is observed that there is an effective need to train the employees with efficient communication skills so that they can manage the service users and help them to have their needs. It is very necessary to provide effective and efficient care these days and there is a need to take effective steps in National Health Service.
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