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· Introduction: 
When we are working in the health care sector, we may face some difficulties and problems that must be solved the son as possible before it gets worst, and those problems will prevent the achievement of objectives. We will lean how to do things in the way that must be done by solving the problem and knowing how was created and why. 

In this report I will be writing about a specific problem that for me it is very important to take into consideration when we are taking service users care. I will be writing about the impact that it generates on the stakeholders of the service users and the range of solutions we can take to solve it. 

· An overview of the problems in Healthcare sector are: 



Discrimination and/or harassment.
Attitude problems


Low quality of care.
Lack of communication between staff and manager.

Corruption.

Global health care crisis.





Ethical problems.
Lack of PPE, testing equipment.
Incomplete staff- insufficient training.


Insufficient or outdated diagnostic or treatment equipment
Bullying and harassment from staff or stakeholders.







· Low quality of care:

Low quality of care in Healthcare sector is when we do not give the right care that the service user needs. That could affect the service user in a several ways like physical, mental, social…  Before taking the responsibility of someone’s health we must be fully trained to overcome all the problems that we might have when working. 
A wealth of knowledge and experience in enhancing the quality of health care has accumulated globally over many decades, (A process of making choices in health systems, P.3) 
To solve this problem, we must find the reasons of why we are having this problem, who is affected, find solutions and which solution is the best to take into consideration. it will take us time to solve the problem as we need to make sure that we are doing it in a way that we will not have this issue again. 


Equipment/ Supplies
environment

people

Not enough equipment for patients
Not enough space
incomplete training

Few facilities
Not professional
Not monitoring the budget
Not controlling the organisation
Management. 
Not asking patients about their references when making treatment plan
Organisation not suitable for patients need
Poor initiatives to promote care
Treatment plan
Process/ policy
Lack of staff in emergencies department
Lack of coordination between different healthcare levels
Low quality of care. 
Low hygiene
Lack of staff
Lack of skills


Lack of wheelchairs accessibility















The reasons of low quality of care are:

· When we are working in a health care sector, we must make sure that all staff are well trained, otherwise the care that will be provided will not meet the service users needs. A person who works within the health and social care sector will need to have a wide range of skills and knowledge in several areas (S.B.08/16), it is very important to have skills when working in this sector so we can empathise with the service user, we can know notice if something is wrong with them, etc. it will also make us feel comfortable and professional when taking care of the patient. Lack of stuff it is also a reason as if we have the same care workers working in the organisation everyday will get tired and they will not be motivated. That can affect the service user and the care workers, because if the care worker is very tired and does not give a good care to the patient, that patient will feel that the worker does not want to take care of him and then the patient might feel uncomfortable. 

· The environment can be a big issue, for example if we do not have enough space in the organisation service user will not feel comfortable as they need space so they can walk around, sit, to interact with other service users… Other factor that can be prejudice the service user is when having a bad hygiene as it can cause more diseases and infections. Also having a few facilities can increase the low quality of care as some patients will need the lift because they can not walk, or if a patient is in a wheelchair will need a ramp, etc.  If all those facilities are not available, the patient will not feel valued and will think that we are not taking into consideration their physical health. 

· It is important to have enough equipment and supplies if we do not patient will not feel valuated if we use equipment that we have already used to another service users. The lack of wheelchairs can have a negative impact for patients with disabilities as they will not feel valued because we do not take in consideration their needs, also will be hard for them to move around the organisation. If that happens, they will also need someone to help them and here we are also including dignity because we need to let the service users do things by themselves unless they us as for help. 


· When we are talking about process and procedures, we include the coordination that the care workers have from the different levels in the healthcare sector. If they have a bad coordination will have a negative impact on the service users as their plan will change every time and they will not take into consideration their needs. It is also a negative impact the lack of staff in emergencies departments because they may need support when they are ill, and sometimes could be dangerous as they life could be in risk because of an illness.

· When initiatives of a care worker are poor, the care they promote will not be the right one for the service users as they will do it quickly and maybe giving them the wrong treatments, in this case service users will not feel valued and with dignity.  Poor treatment plan also includes not asking patients about their preferences and needs to put them in the centre of the plan. 
· Management is very important in an organisation but could end up in a negative impact if they do not have enough funding for service suers needs. If managers do not control the organisation the service user can seriously be suffering from the bad treatment they are receiving, and no one can know as they are not managing care worker’s work. If that happens is because the managers in the organisation are not professional and they do not care about the patients they have. 

When looking the reasons when we are talking about low quality of care, we must do a Pestle Analysis that include political, economic, sociological, technological, legal and environmental factors that affects the care we provide. 
· Political factors could be because the government constantly changes the rules for the NHS, the managers could get stressed as they always must make changes in the organisation. Other problems affecting this factor is not having enough funding, if the organisation does not have enough money the staff will not get the salary and that will affect in their professional and personal life. This problem will also affect the service user as the care worker will not provide the right care and they can get worst. 

· The economy can be affected as the NHS needs qualified staff and that will cost more, the manager will have to cut from other expenses so they can spend on professional and qualified staff. Other reason that could affect the economy is the delivery of the equipment to the organisation, that is beneficial for the patients as they have a quick delivery, but it will cost a lot of money to the organisation if for each patient they pay a separate delivery. 

· When looking at the social factor, organisation should be aware of the number of aging people as they require more health care services. This factor could affect the service users if the organisation is not located nearby the locality as they will not be able to reach the care home, hospital… if they have an emergency. Social factor could also affect staff as they will need time to work and time to spend with their family. If patient has a bad lifestyle will affect them as they will have more diseases and illness, e.g, obesity, mental health, diabetes…

· Technology is changing and improving very fast, in the organisation manager should be updated of the latest technology. Equipment must be changed and supervised as if they are outdated could be very risky. One example of the importance of the technology is the patients tracking so the organisation can know who was in the organisation, this data will be stored in the computers so they can use it if required. 

· Legal factor is very important in an organisation as it is about the safety and the right of our patients, the government must get a report of the organisation to ensure that the patients are receiving the right care and they are treated equally and with dignity. If they do not give them their rights as a patient, organisation will be in a serious situation where legal procedures will be taking in place. Organisation will also need to produce the accounts every year, so the government is aware of the taxes they pay and the income they earn. If the legal issues are ignored the government will shut down the organisation and that will have a negative impact on the patients. The company or organisation must meet the Health and Safety Act 2010, Data Protection Act2018, Mental Capacity Act 2005 and legal issues such as HCPC and NMC. 

· Environmental factor is very important as the patients can feel comfortable, safe… organisation must provide healthy environment to the patient for example the structure of the organisation, planting trees in their campus, availability of safety equipment, using different equipment for each patient, providing facilities to the patients such us lifts, wheelchairs, sticks...  If an organisation is not providing all the factors mentioned before, the number of patients will decrease, and more diseases will appear as they do not provide a good hygiene and service. 


· Stakeholder’s impact:
The several problems that the organisation face will have a negative impact on the stakeholders which are the managers, service users, family, care worker, regulators, emergency department, nurses…  when discussing the negative impact of the stakeholders we must include the key legislation which are.
a) Health and Social Care Act 2008 and 2012.
b) Duty of Candour.
c) Care Act 2014.
d) Putting People First 2007.
e) Equality Act 2010 
f) (REGULATORS), Care Quality Commission. 
This problem will affect stakeholders as they are not following Health and Social Care Act 2008 and 2012 where the organisation takes control of the care and safety of the service user and stakeholders. Not giving the right care and not meeting the service users needs will affect this Act as we must take into consideration their preferences and not to obligate them to do something that they do not want.  That will affect their family as service user will not be comfortable in the organisation. Government will also be affected as their interest is to make sure service users are safe and they receive a good quality of care.
When care workers make an error when for example giving medication to the service user or doing something that they do not want, Duty of Candour must be applied where care workers must identify the error and apologise. When an error happens can affect all stakeholders as service user health could be in risk, family will be worried about them, managers will need to act very quickly as the care worker might not be trained for the work and that can be the cause of dismissal. 
Care Act 2014 is an important key of legislation where care worker gives empowerment, protection, prevention, proportionality, partnership and accountability to vulnerable service users. 
· Empowerment encourages to support vulnerable adults by helping them to make their own decisions, asking them what they want to do each day making them comfortable.
· Protection is about providing service user a clear and simple information about how to recognise sings of abuse how to report it as soon as possible so we can avoid the danger. 
· Prevention, care workers must be able to stop safeguarding concerns before they start, patients might be suffering from something that happened before and that is why we need safeguarding training to make sure we protect them and try to reduce long term harm. 
· Proportionality is taking into consideration service users needs when safeguarding to ensure we are protecting them in a safe and unobtrusive way. 
· Partnership, workers must work with local service and communities to help prevent, detect and report abuse. In that way if all of them submit a report with the safeguarding issue, authorities will react quickly.  
· Accountability is about taking responsibility about safeguarding procedures you take to support vulnerable service users. Letting them know about changes or decisions you need to take, when communicating with them we must do it in a way that they can understand us other ways we must give them time if they do not.

Those 6 key principals are very important when working with vulnerable people, if we do not follow all of them service users could be in danger, care worker could lose their job and the manager will need more time to solve those problems as if we do not follow safeguarding procedures the government might close the organisation. 
Putting People Firs 2007 legislation means that everyone has the right to get support from social care or health authorities to be able to live independently and to have control of their life. It is very important that service users to have an independent life so they can feel valued and with dignity, unless they ask us for help in their daily life. Service users have the right to choose how much help they want to get from us, and we must respect their decision. 
The last key of legislation is the Equality Act 2010, it is based to protect people from being discriminated because of nine characteristics, which are: age, disability, gender reassignment, marriage and civil partnership, pregnancy and maternity, race, religion or belief, sex and sexual orientation. There are two objectives of protecting those characteristics, the first objective is to remove anomalies and inconsistencies developed. The second objective is to protect from discrimination and establish new measures. 

· Decision making:
For a decision making process we must analyse our problem which is low quality of care, the problem as I mentioned before was caused because of lack of skills and training of staff, poor environment as there is not enough space with a few facilities and the hygiene is not the right one, equipment is a problem as there is not enough for all patients, care worker does not have a good coordination and there are a few staff in emergency department, providing treatments that are not suitable for patients, not asking for their preferences and having poor initiatives are also problems that affects in the organisation, the last one is management not monitoring the funding, not controlling staff and not professionals. 
Once we identify the problem and the information about why was caused, we must identify alternatives to solve the problem taking into consideration the legislations.  First we might need to change the manager, finding a professional manager will change a lot of things as will control the funding and will make sure that staff are treating service user fairly and giving them their right. When we give work to people in an organisation we must make sure they are trained and if not give them training until they are professionals if we do that service users will feel comfortable as a professional care worker will ask about their preferences and will give the best care for each one putting them in centre of the plan. Having a good coordination and discipline when working will help us to not use equipment when is not necessary, that way when we are taking care of service users we will not be short of equipment.  It is necessary to take care of the organisation maintaining a good hygiene so the service users are out of risk from having diseases which can be dangerous for their life. 

· Problem Analysis, Burke Litwin Model of Change:
When analysing our problem to find the best and efficacy solution, the right way to do it is consideration Burke Litwin Model of Change taking into consideration the following factors.



External factors



Leadership


management


Systems, (policy and procedures)
Work unit climate 



Individual needs and values



Motivation 


Ind and org performance






The first step is to identify the external factors that are impacting the organisation, in this case is the low quality of care that care workers are providing. 
Once we know the factor that is having the negative impact we must see how leadership structure of the organisation is, the roles must be clearly identify so everyone know where and how to work. This will help us to give a better quality of care as we will have each professional doing their job. 
The manager is playing a big role in the organisation as he or she will be dealing with the employees and resources. Manager needs to make sure that employees are well trained and professionals.   Also needs to think about how to make more money to improve organization such us giving training to people that needs experience, share part of the building, online curses, etc. 
To improve the quality of care we give is very important to take into consideration work unit climate, which means a collective work of how employees communicate with each other. This is important when for example wen taking care of a patient that was with another care worker, we will know if the patient had their medicines or needs anything from us. 
Systems (policy and procedures) are important in the organisation before start working we must know and understand them, so we know how to treat service users and stakeholders in a right way. Policies and Procedures provide standardisation in everyday operational activities, which helps to foster consistency in practices, decrease mistakes, and keep both patients and staff safe (Gasior 2017; Leahy n.d)
The next step is individuals needs and values which are 6 topics, working together for patients, compassion, respect and dignity, improving lives, commitment to quality care and everyone counts. To achieve job enrichment and better satisfaction when working, we must follow those 6 factors to service users and stakeholders in the organisation.
After we need motivation when we are working, we must like our job and provide the best care possible, that how we are going to grow professionally, and we will be able to achieve organizational goals. It is also involve identifying motivation triggers.
The last step is individuals and organisation performance, at this level the productivity of the organisation will be satisfactory for service users and stakeholders, the organisation will be qualified efficiency as the care we will be providing will be high and the adequate for service users, manager will be able to monitor the budget of the organisation in a way that they will have all the equipment needed for staff and service users. The customer will be satisfied with the organisation and that will have a positive impact on all stakeholders, as they going to be more motivated when taking care of them following Health and Social Care Act 2008 and 2012. 

· [image: See the source image]SWOT analysis:Dissatisfied service user.            Low technology standard.   Budget for advertising the organisation.
Difficulty to attract new patients. Staff not trained.                            Not enough emergency department.                              Quality of products and service.


Providing training to staff. Cost-effectiveness.     Increased partnership.  Expansion of the organisation. 
Good localisation.                    Good communication between stakeholders.                              Good staff time management.  Data management.





· Conclusion: 
In conclusion I think that working in an organisation by giving our best will make everything easier as we will be working in a nice and comfortable environment. Before starting to promote care we should make sure that we are well trained and we are professional, so we can follow all legislations. Being professionals and having the required skills will help us to overcome all problems and difficulties we might face in the organisation. Doing this report, I have learnt that we need take into consideration service users when giving them care applying all the legislations, giving them their right, values, considering their needs and putting them in person-centred plan. 
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