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[bookmark: _Toc100864378]Task 1 - Roleplay
Roleplay is a technique that offers discussion between two or more persons on a single topic and shows both the positive and negative side of the matter (Hulvershorn and Mulholland, 2018). In this section, the role-play between the management consultant and an unsatisfied employee aims to determine the nature and impact of the complex situation in the workplace that affected the employee’s work satisfaction. In the conversation, I play the role of the management consultant that aims to provide a solution to the complex situation. During the conversation, it also demonstrated the organisational implementation with the chosen solution that provides the optimum solution to the matter. During the dialogue delivery, it also determined the macro-environmental factors that affected the complex situation in the workplace.
Management consultant: Hello, everyone, I am Iva, and I will describe the complex situation that has been arrived in the healthcare industries during the pandemic situation. I also focus on the performance of the organisation during pandemics. That has been affected by macro-environmental factors. On behalf of this, I have also chosen another participant that will contribute to the discussion and analyse the final result.
Unsatisfied employee: More specifically, I would like to add to the comment that the discussion is more about finding out the employee’s dissatisfaction due to the sudden changes.
In the discussion, I would inform the audience that what are the effects of the complex situation on the employees as well as the patients.
Management consultant: Yes, as we go through them or actual and potential complex problems in the healthcare industries, we have found out that one of the major issues has been created for the pandemic. During the pandemic, numerous problems have been faced by the healthcare industry, such as lack of healthcare workers, lack of medical resources, shortage in admission beds, and many more. Nevertheless, authorities have implemented action to resolve this.
Unsatisfied employee: As we went through the complex situation, I had also seen that before the pandemic situation, while there was no complexity in the treatment procedure, organisations like NHS and other regulatory authorities were working well.
I found out that a major crisis happens when there are a numerous number of affected people and hospitals are not having enough infrastructure to provide treatment. In many cases, it shows whether it is an actual or potential problem? What’s your say on this?
Management consultant: In my opinion, it is both an actual problem as the hospital authorities is not providing much attention to the workers. Medical workers like doctors, nurses and other positions are important in medical treatment. In this case, when there is no particular schedule or work-life balance due to the overworked pressure that has arisen in the pandemic situation creates a situation of job dissatisfaction from the employee side.
I also think it is a potential problem for medical workers’ safety needs. It is concerned about safety as the COVID-19 pandemic also has a chance of transmission with human physical contact or via air. Hence it is necessary to keep safe the medical workers so that they can provide treatment solutions to the suffered once.
Unsatisfied employee: However, whether it is an actual or potential problem, it is more important to find out the cause and what impact on the employee’s satisfaction level. One of the main reasons for dissatisfaction among the employees in health care authorities is that during the treatment procedure, there is a lack of safety needs that have been fulfilled. According to the workplace’s motivational theories, it is also one of the basic needs to be fulfilled among the employees that trigger them to work better. The health care authorities in the initial stages do not have the proper PPE kits and sanitisation process, which creates a complex situation in the workplace.
Management consultant: Apart from the dissatisfaction coming from safety needs, there is another reason that increases the chances of employees’ disappointment. As per our analysis of the complex situation in the healthcare industry, we have noticed that as the hospitals have numerous admissions in a day, it leads to having uncertain changing schedules for the medical workers. Many times, employees have worked for more than their allocated hours. It also created an issue for having work-life balance for the medical workers like doctors and nurses. In this context, we can also see that the complex situation has been caused by the numerous entries in a day that affects employee dissatisfaction.
Unsatisfied employee: I completely agree with the thoughts that have been discovered by the analysis of employees’ dissatisfaction with the complex situation in the healthcare industry.
I also think that there is a major contribution of the macro-environmental factors in our country. The employees have also suffered from the framework present in the United Kingdom’s political and economic statement that does not provide enough fulfilment in the job of the medical workers.
One of the major problems that have been noticed in the pandemic situation as an employee I seen that there is a lack of medical infrastructure in the United Kingdom. Moreover, that may also come from the political rules of Brexit that provide extra trading charges to import materials from other countries. Apart from this, the GDP growth of the United Kingdom is not enough to provide the ultimate satisfaction to the healthcare industries by providing PPE kits and other necessary precautions to the medical workers. It is needed to provide safety to the employees that work without any particular schedule during the pandemic situation.
As I also have experience in the working culture of pandemic situations, I have seen that employees often suffer to communicate with the patient due to the lack of masks and gloves. In this stage, the social infrastructure in the healthcare system is also get affected as patients are not having enough conversations with the doctors. During this stage, people have also suffered from depression and anxiety, which have not been a concern by the higher authorities.
Management consultant: As a management consultant, I understand that there is a hazardous situation has been raised in the healthcare authority during the pandemic situation. Concerning the social and financial need for the infrastructure, the hospital authorities have also increased the medical equipment structure to provide ultimate service to the patient. It also implemented strategies like an online booking system for the consumer so that they can know about the available beds in the hospitals. In this sense, the technical infrastructure in the companies has also increased that provide a home care service to the Covid-19 patients. By implementing this method, the authorities also choose social needs by implementing eco-friendly methods.
As for the information I have as a management consultant in the healthcare industry, I have seen that the higher authorities are providing flexible solutions that help both the treatment solution and the job satisfaction of the medical workers. In this concern, the medical industry also provides extra consignment by increasing the equipment for the treatment procedure of Covid-19 patients and better fulfilment of the safety needs among medical workers by providing PPE kits.
I would also like to address the challenges that have been faced by the organisation as the pandemic situation is new to the healthcare industry. For facing new challenges in the health care service in the initial stages, management has taken the safety needs of medical workers by providing masks and gloves. However, later by, the implementation and monitoring process in the organisation shows that it is not possible to protect the medical workers only with these two pieces of equipment. The management arranges more PPE kits that protect the entire body of doctors and nurses.
Unsatisfied employee: I understand that the management has taken sufficient action to the mitigation of this factor. However, the major laws have been done, and it is not possible to recover. The medication process in the medical industry during a pandemic situation is not enough. However, there are aware also of a lack of decision-making procedures that take time to provide the ultimate decision.
I have seen that the stakeholders also have a role in the healthcare industry that voted for the best option. Although, the matter of concern is that the process is time-consuming, which leads to employees like me being dissatisfied with the job.
Management consultant: As you know that the medical equipment it’s providing an effective service to the patients suffering from COVID-19. I want to give clarification that it takes time for the hospital authority to determine the number of gloves, face shields, surgical masks, sanitisers and other items in the treatment procedure. In this healthcare industry, it is also a factor that the industry has to go through financial planning before buying enough items. Hence as a management consultant, I can produce the final statement that hospital authorities have taken the minimum response time by concerning with the local suppliers and managing at least more than 40 pieces of equipment per day.
In order to provide job satisfaction, the hospital authority also has to generate a meeting with the stakeholders like investors, shareholders, suppliers and healthcare workers. In this process of connecting with this, it was also a difficult situation for the hospital as there were fewer chances for a face-to-face introduction. In the initial stages, hospital authorities also face difficulties to make communication in wireless mediums with emails and phone calls. However, with minimum delay in the process, the hospital authority connected through the government and healthcare workers with video calls and team meeting platforms that enables to meet the target of fulfilling the service.
Unsatisfied employee: With the technical procedure, I was not aware that what the step-by-step process has to maintain by the hospital authority. The knowledge gained in the decision-making process of the health care services also recalls the certain changes often made in the pandemic situation. It was unnecessary or necessary was not declared to the employees, and suddenly the service shifted to a new section of online treatment.
Management consultant: I have understood your concern that there was a change in offline treatment procedures that the hospitals are having lack admission beds and healthcare authorities that. Hospital authorities have taken the time to gather the response from health care workers about the work-life balance they’ve experienced in the pandemic situation. Hence was taken by the combined decision from the stakeholders and the hospital authorities by taking the feedback. As per the feedback coming from the daily routine, it is seen that employees are having difficulties in the offline healthcare services for having numerous patient admission. In order to provide satisfaction to the employees, the hospital authority thinks about the online booking system and Home Care Services to the patients.
As the management consultant, I have also seen that it gives better feedback from the employees by providing a flexible working schedule in the offline treatment. The Home Care Services also focus on the systematic way to provide the treatment to Covid-19 patients. I hope I covered the challenges that have been faced by the health care industry and that provide a beneficial implementation to offer ultimate job satisfaction to the employees and treatment procedures to the patient.
Unsatisfied employee: After the discussion with the management consultant, I understand my complaint and why employees are dissatisfied with the job. I also understand the challenges that have been faced by the healthcare authority as they also have the responsibility to provide treatment to the patient. At last, I have also seen other companies related to the healthcare industry constantly changing their services to match the best result. Thank you for the information.


[bookmark: _Toc100864379]Task 2 - Individual Report
[bookmark: _Toc100864380]Introduction
Problem solving refers to an analytical process that helps to make a decision in a critical situation concerning the issues that arise in any business (Vassakis, et al., 2018). Moreover, decision-making is a process to find the solution for the concerning matter of issues in the business (Akter, et al., 2019). The report focuses on the problem-solving method that found a few alternative ways in the complex situation of the healthcare sector due to the COVID-19 pandemic. The purpose of this study is to find out analytical problem-solving ability by defining a complex situation in the workplace and the role of stakeholders in the decision-making process. It also proposes decision making techniques that help to evaluate the effective solution for the workplace issue. At last, it also asses the appropriate monitoring techniques by finding the solution to the pandemic situation in the healthcare system.
[bookmark: _Toc100864381]Define a complex problem in the workplace, including its scope and impact
In contemporary times Covid-19 is a critical situation in the social and healthcare working places (Giorgi, et al., 2020). The major complex situation has been raised in the healthcare industry that the majority of the people are affected by this virus, and there is a lack of resources to manage the treatment (Flynn, et al., 2020). On the other side, the huge patient pressure on the healthcare authority decreases the economic condition and rising up the medical equipment prices (Sengupta, et al., 2021). Healthcare authority also has faced challenges in the workplace of not having a proper allocation to the patient and the limited financial budget to provide enough treatment.
In this complex situation, it also has the scope to provide digital treatment and Home Care Services to the patient (Téot, et al., 2020). It also gives the scope to provide international treatment levels to the majority number of patients. It also impacted the medical infrastructure as it is unable to provide sufficient treatment to the affected people (Kokabisaghi, 2018). On the other side effects, a larger contribution number of patients increases the demand for PPE kits and other vaccination methods in the recovery process.
[bookmark: _Toc100864382]Analyse information on the identified problem to help develop the decision-making process
During the complex situation of COVID-19 in the healthcare association, there is a huge gap in physical communication as the virus is transmitted via human touch (Braithwaite, et al., 2020). According to the decision-making model, at the initial stage, it is needed to understand the situation and what the limitations have been pointed out that do not match with the current infrastructure in the health industry. Defining the gap in medical infrastructure that is not capable of providing enough treatment to the patient focus on the solution.
[image: The Decision Making Process | Organizational Behavior and Human Relations]
Figure 1: Decision making process; Source: (Dos Santos, et al., 2019)
Finding the gap for not having enough medical infrastructure to provide treatment or vaccination services to the patients suffering from COVID-19. Hence it also informed the decision-making category of the higher management that the medical infrastructure needed to update and increase its efficiency. In this complex situation of the pandemic, healthcare authorities in the UK must acknowledge providing security to the doctors, nurses, and medical workers and focus on providing the best safety services.
Aries issues in the healthcare system due to the Covid-19:
	SL NO
	Issues
	Decision parameter to be consider

	1
	A gap in physical communication as the virus is transmitted via human touch decreases the safety concern of the employees.
	Provide a digital communication facility among the healthcare association and workers

	2
	The gap in medical infrastructure to provide vaccination services to the patients suffering from COVID-19 increases the employee dissatisfaction
	Increase the medical equipment to provide the better treatment to the covid patients

	3
	Lack of health safety for the doctors, nurses, and medical workers
	Focus on the safety culture of the medical workers by providing PPE kits, vaccines and sanitiser



[bookmark: _Toc100864383]Propose a range of alternative solutions to the problem
Evaluating the alternative ways to a particular solution is also part of the decision-making process (Yazdani, et al., 2018). Evaluating an alternative solution comes from a depth understanding of the issues and what are the affecting areas that have been arising. For example, concerning the health safety of the doctors in the medical industry, it is needed to provide safety guards to them during the treatment. Hence the alternative solutions are providing sanitiser, gloves and masks to the workers. 
On the other side, finding an alternative solution for providing healthcare services in home centres due to the lack of beds in the hospitals is also an option (Hussain, et al., 2020). Another option is finding an appropriate booking schedule in an online service that will be predetermined for the healthcare workers so that they can schedule the treatment slot. On this, we have the alternative ways are basically chosen upon the best constraint and options available for the particular solution to provide an optimum result.
[bookmark: _Toc100864384]Decision-making technique to evaluate the range of solutions that identifies the appropriate option
Decision tree making technique
One of the effective decision-making techniques that have been used by the organisation is decision tree making (Suresh, et al., 2020). Decision tree making mainly focuses on 2 or 3 multiple options available to focus on the solution and whether it is appropriate to implement in the organisation concerning the feasibility. It also considered whether all the required factors are available in the organisation or not.
In many cases, it is also seen that authorities take the help of a decision-making matrix that helps to identify the viability and disability of the alternative plans. In the pandemic situation, to provide employee satisfaction in the healthcare industry, there are three alternative options for the medical worker’s safety needs.
	
	Competency
	Cost
	Viability
	Desirability
	Total

	Criteria Rating
	10
	10
	10
	10
	

	Option 1
(Face shield and Sanitizer)
	8
	5
	3
	7
	

	Weighted rating
	80
	50
	30
	70
	230

	Option 2
(PPE kit and Sanitizer)
	9
	7
	8
	9
	

	Weighted rating
	90
	70
	80
	90
	330

	Option 3
(Mask and gloves)
	4
	2
	6
	7
	

	Weighted rating
	40
	20
	60
	70
	190



For example, in a complex situation for the employees concerned about the health security during the pandemic situation to provide treatment is not having a lack safety guards. In this situation, the decision-making process can follow the decision tree technique to evaluate the best alternative options. The decision tree is down below:
[image: ]
Figure 2: Decision tree for medical workers’ health safety; Source: Author
The decision tree table for providing health and safety options shows the different options available to fulfil the safety of the medical workers. Among those options, two options are preferable: offering a PPE kit and sanitiser or a face shield and sanitiser. Among those two options, authorities check the safety parameter and choose the best option. In this case, providing a PPE kit is the best option as it prevents the virus contamination in the entire body and provides safety to the medical workers.
[bookmark: _Toc100864385]Develop a plan for implementing the solution
The planned development has been done based on the treatment provided to the patients suffering from Covid-19 by minimising the issues associated with the medical industry, such as lack of equipment, insufficient beds, and extra safety measures for the workers. The pandemic has caused changes in requirements as communicable disease has caused safety threats for healthcare workers and increased the requirement of beds in the hospitals. The implementation plan is based on four major factors, such as resources, stakeholders, risk assessment, and quality control, which are based on the issues to be mitigated. In this context, the resource stage includes budgeting and workforce, which helps to implement a solution accordingly. The PPE kit-sanitiser is considered a solution in this case, which will help to reduce the threat to the safety of the workers and allow providing effective healthcare services to the patients.
	Equipment
	Quantity (per day)
	Price

	Gowns
	5 boxes
	£600

	Gloves (Different sizes)
	20 boxes
	£100

	Surgical masks
	8 boxes
	£50

	Face shields
	2 boxes
	£50

	Respirators
	7 boxes
	£300

	Sanitisers
	5 bottles
	£200

	Total
	47 units
	£1,300


The budgeting of this solution signifies the range of equipment, such as gowns, gloves, and surgical masks. Respirators and face shields will account for around £1,300 per day, which will provide protection to the workers. In terms of the stakeholders, the local medical equipment suppliers, the investors, hospital authorities, the government, and the healthcare workers are the individuals who will help to execute different aspects. Local medical suppliers like Arden’s health informatics, CACI, Lantum etc., are the companies that will help to ensure the supplies of PPE kits and sanitisers (NHS, 2022). On the other hand, the hospital authorities are responsible for distributing the PPE kits and sanitisers in order to maintain safety for all the workers and reduce the threats due to this communicable disease. The risk assessment includes the associated risks, such as lack of supply, unavailability of required investment, and discomfort while wearing the equipment.
	
	Slightly harmful
	Highly harmful

	Unlikely
	
	Lack of supply, unavailability of required investment

	Likely
	Discomfort
	


The risks consist of the medium intensity of threats as a high harmful, but the unlikely threat of lack of supplies will be mitigated by the local suppliers, whereas the availability of investors will reduce the investment risks. Apart from this, the discomfort will be avoided due to the safety precautions, and the plan of PPE kit-sanitiser will be successfully executed.
[bookmark: _Toc100864386]Communicate the plan to stakeholders
The communication plan to the stakeholders includes the identification of the stakeholders, the method of communication, and the persons they will communicate to.
	Stakeholders
	Communicate to whom
	Method of communication

	Hospital authority
	Investors, healthcare workers, government, suppliers
	Face to face interactions, email, phone calls

	Investors
	Hospital Authority, suppliers
	Face to face interactions, phone call

	Healthcare workers
	Hospital Authority, patients
	Face to face interactions

	Government
	Investors, hospital authority
	Email, phone calls

	Suppliers
	Hospital Authority, investors
	Phone calls, face to face interactions

	Patients
	Healthcare workers
	Face to face interactions


The communication plan includes the stakeholders involved in the implementation of the PPE kit-sanitizer, which includes the hospital authority, investors, government, suppliers, healthcare workers, and patients suffering from Covid-19.
[bookmark: _Toc100864387]Assess appropriate monitoring and review techniques to ensure successful implementation of the solution
Monitoring techniques refer to the process of identifying the effectiveness of an implementation, which helps to ensure a successful implementation and leads to mitigation of the risks. In this context, employee feedback management is considered an effective kind of strategy, which will help to gather responses from the healthcare workers regarding the usage of PPE kits and sanitisers as a daily routine. Surveys will be conducted as a feedback gathering technique, which will help to analyse the responses and implement required measures in order to develop the implementation. Process monitoring technique is defined as the evaluation of an implementation, which includes a systematic way of analysing the responses of the stakeholders (Lu and Wong, 2018). It also helps to actively monitor the process stages and risks and manipulate the existing in a required state accordingly. Hence, the monitoring stage has been identified as a beneficial stage for an implementation, which will help to identify the success potential of the PPE kit and sanitiser implementation.
[bookmark: _Toc100864388]Conclusion
Based on the above analysis, it has been identified that the healthcare industry has been highly affected by the impact of the Covid-19, which caused safety-related threats to the workers, lack of medical equipment, and absence of required beds in the hospitals. The surge of patients and the absence of required medical infrastructure of handling a pandemic outbreak were absent in the UK, which caused implementation to mitigate the threats. The decision tree table states that the implementation of PPE kits and sanitisers in the hospitals will ensure the safety of the healthcare workers in this communicable pandemic. It is also concluded that the stakeholders, such as hospital authorities, government, healthcare workers, investors, and the local suppliers, will help to ensure successful implementation. Apart from it, the monitoring techniques like employee feedback and process monitoring techniques will also help to determine the effectiveness of the implementation and assess risk mitigation.
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