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Introduction 
The aim of this report is to apply recognised problem solving tools and techniques that are used in health and social care settings. choose one current issue and propose solutions to a work based problem.




















Literature
An overview of problems in healthcare
In  PowerPoint slide in week 1, problem was defined as current deficient position that needs to be changed to a coveted state in the nearest future. Although problems more often cut across the boundaries of a particular discipline (Popper, 2000) the focus of this study is on problems encountered in healthcare. There are many problems that are encountered within the healthcare settings due to many reasons, such as when the firm is seeking to implement a unique policy, the types of service users for which the service is provided for etc. For instance, the study by Wynia and Osborn (2010) found that limited health literacy and poor health may be due, in part, to poor communication quality. Whilst Barker (2011) found that ethical problems is prevalent within the healthcare setting. Not only that, but poor performance can also be a problem faced in the healthcare sector (Hill et al., 2018). Whilst ineffective communication between management and staff can be detrimental to the success of organisations (Welch, 2012). Due to the perceived critical nature of communication to the success of care homes were this author works, the focus of this report will be on communication.











Communication
Within literature defining what communication appears to be problematic because communication means different things to different people. It is observed that the definition put forward are usually done to support the concepts that the author wants to discuss. This problem of defining communication is due to its diverse and multi-faceted nature (Fiske, 2011). For instance, there are scholars who argue that communication involves the transmitting of messages using the various channels they have access to, whilst on the other hand, there are those who see communication as how people make sense of what has been communicated. For the purpose of this report, communication has been defined as a process through which people acting together create, sustain and manage meanings through the use of verbal and non-verbal signs and symbols within a particular context, (Conrad & Poole, 2012).
Communication plays a critical function in the success of the organization. For example, the coordination of employees activities is made possible because of  communication, such as written rules. In addition, it is through communication that employees understand their job tasks and the organizational culture, as well as the implementation of organizational objectives and strategy (Holzwarth et al., 2021) . Thus in the case of communication within an organization providing healthcare services, the management of the firm will influence employees or other managers by means of communication. 
Communication can be directed to an individual or to a group within an organization. Within an organization, communication can flow downwards when done between managers and employees, or upwards when employees give feedback to managers. However, communication can and does take place between people within the same level such as when managers communicate to each other or employees communicate to one another all of which can be face-to-face, in print or electronic medium, and it can be formal and informal (Hedman and Valo, 2015). Lastly, communication can also be to people (stakeholders) outside the organisation either to an individual or what is referred to as mass communication using news mass media such as websites, television, radio, and newspaper. 
People in organisations act together and need to communicate regularly in order to achieve the organisational goals, therefore, the importance of effective communication in an organisation cannot be overemphasized. However, research has shown that there are many communication barriers (that is things that causes the intended meaning of a message to be lost) in the workplace. For instance, language Barriers. The use of language in everyday conversation makes it the most common communication barrier, causing misunderstandings and misinterpretations in the workplace when uncommon words are employed in communication (Mai and Hoffman, 2014).

Various research has also identified obstacles to good workplace communication within the healthcare, for instance Grill et al. (2015) and Eklöf et al. (2014) cited a number of aspects that have been identified in communication studies generally, namely, power asymmetry, organizational politics, defensive routines, stress-related cognitive impairment and lack of time and space to practice good communication due to acute situational work demands. In regard to power asymmetry, problems of communication are more prevalent between managers and employees, and it is observed that this is due to the lack of employee involvement in the communication and decision-making process. In most cases, decisions are made without any input or feedback from employees, managers simply tell employees to perform the specific task, as a result employees find it difficult to understand the messages communicated. 









Impact of ineffective communication on stakeholders
Braun (2019) contend that everybody who is impacted by a company and who has an impact on the company is a stakeholder. Firms within the Healthcare sector have become increasingly reliant on a diverse number of stakeholder groups (e.g., government, referring practitioners, patients/service users, and financiers), all of whom have different roles and expectations (Bierbooms et al., 2016). The purpose of stakeholder management is to form, monitor, and maintain constructive relationships with the organization’s stakeholders, i.e. to understand Stakeholder management in mental healthcare their relative importance, to identify new or upcoming stakeholders, and to decide which strategies are important in building relationships with important stakeholders (Bierbooms et al., 2016). Examples of stakeholders in the Care home setting include but not limited to service users, employees, regulatory bodies, professional agents such as GPs and Social Workers.














Impact on service users
A service user was defined by Simmons et al. (2010) as someone who is receiving or using care services. Service user and carer participation in shaping and developing health and social care services in UK has been in the fore of UK government’s modernisation agenda, such as in the need for service user involvement in the planning, development, provision and arrangement of social and health care so that services can be improved and become more effective in meeting complex and diverse needs (Warren, 2007). 
To that end, negatively, poor communication within a team of health professionals might lead to conflict, lack of trust and may impact on patient care and safety (Vincent, 2011). It is observed that in care settings, power asymmetry mostly results in situations wherein carers do not get them involve in the decision making process which can impact in the care provided to the service users. For instance, in cases were the family of service user and the management decide  to make changes to the care plan or package, the carer does not fully understand the rationale for the changes which not only impacts on the way the service is provided but also cannot effectively explain the reasons for such changes to the services user when asked by the service user. Having identified the cause above, below will discuss the effect or impact on the various stakeholders.
Impact on employees
Myers, Hulks and Wiggins (2012) contend that organizational change is a stressful thing for employees and if not involved in such decision making process, can result in the change not being accepted. Following from the above (power asymmetry example given above), this often result in low employee engagement which often impact on the performance.
Impact on professionals (GP’S or Social workers)
Effective communication between management and carers is critical also to the work the  doctor’s do. For instance, in emergency  after hours when management have gone home, poor communication can result in carers not being able to fully update visiting doctor on issues like  prescribed medication, which will impact on the work the visiting doctors do. Similarly, ineffective communication between management and carers can result in social workers having complete information about a service user.
Impact on regulators CQC
When there is lack of communication between management and staff, the information needed to update residents care plan will not  be appropriate so the CQC regulators when they come to do their checks they will not be able to get the updated or all the information they want to see relating the residents which will have a negative impact on their report and added pressure to their work.

Analysis of decision making process including the relevant legislation
In PowerPoint Slide in week 3, decision making approach is presented as either rational or creative. According to The Happy Manager (2018) a rational decision making process involves a seven step process of identifying a problem or opportunity, gathering information, analysing the situation, developing options, evaluating options, selecting a preferred alternative and acting on the decision. Whilst the creative decision-making process involves preparing, incubation, illumination and verification. For this report, the rational decision making is analysed. According to the model, the existence of any problem is dependent on the ability of oneself to recognise that is a problem or opportunity, done through techniques such as cause and effect, hence the decision-making process starts with an awareness of the problem or opportunity and gathering information relating to the problem or opportunity (The Happy Manager, 2018). However, the critique of such approach is that information asymmetry means people do not always have full information (Schmidt and Buell, 2014), which may impact on the two most critical steps of the process as presented by the rational model. 
Furthermore, as stated above, the rational process involves generating several options by being creative and positive, evaluate these options rationally and selecting a preferred alternative from the options generated. However, these processes appear abstract, in that in reality, an individual’s ability to be rational is limited by their ability to conduct a rational analysis and think through competing alternatives. The more complex a decision, the greater the limits are to making completely rational choices. Which is similar to what was alluded to in PowerPoint Slide in Week 3, citing Simon (1990). Furthermore, Nilsson (2015) contend that in developed economies, party principles dictate, in that because he or she is loyal primarily to the party he or she represents, rather than to the voters or their own beliefs, this follows that the party principle thus indicates that the politician follows the party standpoint when passing legislations regarding different policy issues such as issues relating to healthcare.
A range of alternative solutions to the problem 
There are a range of alternative solutions to the ineffective communication problem identified above which include but are not limited to fish bone analysis, cause and effect analysis, rational decision making process and creative decision making process.

Decision making technique to evaluate a range of solutions 
In a power point slide in week 7, There are range of decision making technique these include but not limited to PMI decision making tool (plus, minus, interesting) porter’s five force model for this report I am going to use the PMI decision making tool to find solution to ineffective communication. In a power point slide week 7 accessed on the 29th of April 2021,













 PMI (plus, minus, interesting) is a critical thinking tool brainstorm ideas to make decision.
	What’s
Good +   
	What’s
 bad -
	What’s interesting?

	1.Effective
Communication will prevent or resolve problem.

2. it will bring clarity to the team and they will know which direction to take.

3.it will create better relationship and build trust between service user and employees.
	1.With Ineffective communication there will always be problem in the workplace.

2. there will always be lack of clarity don’t know which direction to go.



3. it will create poor relationship and lack of trust among service users and employees. 
	1.There will be a rapport among management and staff just like one happy family living under the same roof.

2. there will also be that sense of belonging, coming to work feeling positive because every employee knows what is expected of them you don’t have to feel lost or confused.

3. there is a guarantee of continuity of business and little chance of staff leaving.



Fig 1.0
 PMI – Decision Making Tool

PLUS
MINUS
INTERESTING







In my conclusion it is obvious that the plus out ways the minus effective communication will obviously bring assurance to the organisation about employee and service users satisfaction. Everyone wants to be in a place where they are happy and feel secured. where  there is effective communication between management and staff there will be minimum or no problems because every employee knows what is expected of them.



Implementing and communicating solution to stakeholders
In a power point slide week 8.3 accessed on the 29th of April 2021, implementation is how you bring about a plan or ways of doing something. It is what you must do to carry out any opening in order for things to really happen.
In order to implement solution and communicate it to stake holders you have to draw up a decision implementation  plan. The implementation process is the solid steps you may take in order to put your plans into actions that would eventually assist you to achieve your target. Know the important implementation because its mainly determines the success of the project or business.
Implementation planning is critical to the success of the business if plan is not implemented nothing will be done. A victorious implementation of every plan depends on several practicable observation. A little something is better than nothing, Don’t always wait for the perfect time be determined do not give up if things don’t work out the first time.
After you have draw up your plan, you then:
1. Define your goals and objectives
2. Schedule milestone 
3. then allocate resources 
You can then find a designated team, define your metrics for success then evaluate resources, not forgetting to continuously monitor success.
In a power point slide week 8.3 the are different ways to communicate to stake holders. 

1. public relations’ approach to stakeholders – this is, a single way communication style you can only use this when putting the company’s opinion across. It can only work if the opinion is correct. 

2. In the health and social care setting, the two way communication is appropriate even though its association with conversation and talks with stakeholders can be challenging but it leads to better understanding of the stake holders point of view.



You can also draw up a stake holder communication plan that can be monitored on a daily, weekly, or monthly basis.
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