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Introduction 
This report is based on the issues that was observed personally at the local General Practice (GP) and how the level of communication is affecting the services provided by the practice. According to (Health Staff Recruitment) ‘GP is an acronym for General Practitioner. A General Practitioner is a doctor who provides care to individuals within the community. They manage both acute and chronic conditions referring to other services when necessary’ they are employed by NHS which stands for National Health Service as independent contractors to work in within the community. I would be looking into the reasons as to why there are problems and what solutions to potentially solving the problems can be to improve the quality of service provided within and outward. ‘The General Practice is named Grove Medical Centre which is located at Walthamstow with the capacity of having 11308 registered patients at present, this practice offers medical services to registered and non-registered patients, appointments over the phone, online or in person, home visits to those who are homebound or depending on the sickness, they also give services such as Acupuncture that is non-NHS. The clinics and services offer smear test, child health check-ups, immunisations including yellow fever for travelling, influenza vaccinations, depressions off work certificates, repeating prescriptions and many more. The staffs are 3 doctors, 2 nursing staff and 11 practice team. New patients can register in four different areas such as  E10, E17, parts of E4 Chingford, E11 Leytonstone, Wanstead and  E18 South Woodford’ (www.grovemedicalcentre).
A General Practice are registered data controller that gets information from patients and storing digitally. The data collected are stored and used to communicate with necessary office by notifying the Information Commissioner’s Office, if otherwise they can be prosecuted for criminal offence. By law they can disclose personal identifiable information under certain circumstances.
As part of the community, the problem I and my family faced at Grove Medical Centre brought confusion and loss to the family. The General Practitioner failed to carry out the roles and duties as a doctor, which were incorrect treatment and diagnosis, long waiting time, incompetence of Doctor, notes not recorded resulting to negligence and no referrals to hospital neglecting symptoms discussed by patient to the General Practice. In the year 2007, my son was born and at exactly 1 weeks there where symptom of health issue such as his breathing was not normal which was picked up by my sister in law. This was brought to the attention of the health visitor, who then advised to go see the GP as it was not their profession. At 3 weeks, my son woke up and would not feed, lips were turning green, defecating and going back to sleep. All concerns were told to GP practice on a phone call and advised to come for a check-up. On arriving at 2pm, my son was not seen until 6pm. The Doctor looked and did not carry out any check pertaining the concerns mentioned, instead he said my son is fine and nothing was wrong, we can go home. Around 7pm holding my son, I somehow realised he was not breathing and immediately called the ambulance that arrived and we were taken to the Royal London Hospital, where he was connected to all medical wires in an attempt to resucitate him but that was to no avail and was pronounce dead. 
A General Practitioner should have certain skills to function well with patients and co- workers, which are:
· Good communication skills
· Working under pressure
· Long hours
· Attention to details
· Business management skill
· Compassion
· The ability to solve problem
· Thriving to learn throughout career
· Provide good care practice
· Ability to keep patient’s information confidential
· Do not discriminate
· Do not abuse the trust given by patients or co-workers
· Be professional 
 The problems identified that is faced at the GP.
· Long waiting time
· Lack of staff training
· Unfair/ Discrimination
· Wrong referrals 
· Unprofessional staff
· No records of the appointment 
· Staff shortage
· Communication problem
· Attention to details that led to negligence
· Training staff on new technology 
· Poor performance
· Over booking of patients
· Competition
· Funds
· Employee motivation
· Outdated technology
Summary on the statistics for survey in the year 2012-2013 show that the communication between patients and doctors needed to be amended. An in-house training would be provided. In the year 2013 the waiting time was fair or better. Year 2019 there are reviews of patient’s complaint regarding communication and misleading diagnosis. Similar services provided as at 2007 which is like my experience, which reflects the problems that needs solving to help better the practice. As an organisation the need for change management must be invoked to reduce, stop or promote the name of the clinic. There are tools and techniques in which an organisation can use, examples are SWOT, PESTLE analysis, Brainstorming and Porters’ Forces.
(SKILLS YOU NEED) ‘Decision making is the act of choosing between two or more courses of action’. The three types of decision making include Strategic is made by the manager in established rules, policies and procedures. It is usually delegated to lower level in the organisation, Tactical is a difficult stage that helps with future and the involvement of the whole business and Operational Decision Making are made by the frontline who deals directly with patients but pay the lowest, they should be trained in order to meet needs.
Problem solving tools and techniques for Grove Medical Centre Practice.
‘SWOT is an acronym for Strength, Weaknesses, are an internal factor over that have some measure of control, while Opportunities and Threats are external factor over which you have essentially no control’ (Management Study Guide).
Strengths: they treat common medical conditions, continuous care follow up, electronic prescription service, resilient, cultural connections.
Weakness: they can not treat urgent medical issues, appointments are only 10 minutes which means the GP practitioner can only deal with one issue at a time, no access to medical equipment in terms of x-rays or ultrasounds, management or staff problem, damaged reputation, insufficient management training, lack of financial resources and poor use of informatics.
Opportunities: availability of new technology, lack of dominant competition
Threats: staffs are paid according to experiences, expensive medical equipment and increased pressure for reduction in healthcare cost.
‘PESTLE analysis is a concept tool used by companies to track the environment they are operating in or planning to launch a project, product or services and more. PESTLE stands for Political, Economic, Social, Technological, Legal and Environmental’ (PESTLE ANALYSIS).
Political are factors that in which the government influence that may affect the services the General Practice provides. Like providing training for staffs.
Economic directly impact and have unlimited long-term effects such as the rise in inflation that affects prices on the product and services. When unemployment is high it leads to low wage rate with workers.
Social are factors that examine the environment of the market such as population and analysing population. Been stressed and working can reduce the productivity of staff.
Technological innovations that can affect the service during research, developing and awareness. New developments can help GP aid efficiently.
Legal has certain law that affects General Practice which is why they have laws that protects and safeguard internally and externally. There are laws that protects the staff and patients and have licensing requirements.
Environmental get influence from their surrounding and not limited to climate change.
‘ADKAR acronym Awareness for the need of change, Desire to participate in and support the change, Knowledge on how to change, Ability to implement required skill and behaviour and Reinforcement to sustain the change’ (Conelly, M). ADKAR is a practical answer to effective change management for individual or organisation. This model would help identify and emphasise on successful organisation change occurs when individual person in the surgery practice is willing to transition. ‘Awareness for the need of change, Desire to support and participate in the change, Knowledge of how to change, Ability to implement the change and Reinforcement to sustain the change’ (Conelly, M).
Desire to support the change. In this step the person can reach an opinion where they decided to make a personal decision to support the change and be part of the change. Certainly, a desire to support and be part of the change will only occur after fully recognising the need for change is established. Building desire is partially achieved by giving encouragements to the individual and creating an avenue to be a part of the change.
Knowledge on how to change, the third building block of this model, providing insight about the change, this can be achieved through training and education methods so don't limit this development to formal training. There are two types of knowledge that need to be addressed, one is   knowledge on how to change, and one on how to perform once the change is created.
The ability to implement vital skills and behaviours. In this model Ability is understood to be the change between practice and theory. Once knowledge on how to change is put in place the practice, or actual presentation of the individual, needs to be maintained. This may take some period and is achievable through training, coaching and getting good feedback.
 Reinforcement to endure the change, this last stage of the model is an important part in which efforts to sustain the change are underlined. In ensuring that changes stay in place and that persons do not return to old habits can be achieved through positive feedback, rewards, gratitude, measure their performance and take the correct measures. 
Change Management ‘are inevitable in the life cycle. It must be assessed, evaluated and implemented through a set of structured and planned activities’ (Brooks, E). Prevent the root cause of changes, identify change, look at the impact of change and create a change request. 
Process for making changes
· Assess the change
· Look for options
· Change is approved or rejected
· Update the status of the change in control
· Adjust the project management plan, projects documents and baseline
· Manage stakeholder’s expectation by communicating the change to stakeholders affected by change.
· Manage the project to the revised management plan and project documents
 (BBC) state that ‘Stake holders is anyone with an interest in a business, they are individuals, groups or organisations that are affected by the activity of the businesses.’ This analysis allows one to identify those that must be involved in the assessing time, resources and maintain their involvement and commitment. It helps in avoiding potential issues that could lead to failure in the projects.







Stakeholder Analysis Matrix template of communication (Images.template.net, 2020)
	Stakeholders 
	Interests 
	Influence 
	Needs 
	Expectations 

	Doctors

	New model of care that brings satisfaction 
	Skilled doctors to get better treatment
	Training when needed. Communication 
	Convenient working environment

	Nurses/ Nurse practitioner

	
Ready for change
	Financial and emotional interest
	Commitment to services
	Compliance. Reducing mistakes by contacting skilled doctor.

	Practice management
	
	Understand the goals

	Administration/ Reception
	Administering care appropriately

	Patients 
	
	Provide quick response to illnesses
	The services rendered 
	Effective and efficient medical treatment



‘Porter’s Five Forces of competitive position analysis were developed in the 1979 by Michael E Porter of Harvard Business school as a simple framework for assessing and evaluating the competitive strength and problem of a business organisation. ‘The five forces are Threats of new entrants, Power of suppliers, Power of buyers, Threats from substitute products and Rivalry among the existing players’ (CGMA). 
This factor decides if within the health care there are other competitors who are providing same kind of services already within an earlier time scale.
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‘A fishbone diagram is a tool that can help you perform a cause and effect analysis for a problem you are trying to solve. It is also called an Ishikawa diagram’ (PROJECT MANAGEMENT SKILLS). This tool is standard for problem solving and it helps to organize and improve projects. This method would help in creative thinking. The fishbone analysis start with a problem and the fishbone structure diagram then provides a template to recognize and organise the causes. Normally there are about six categories, but this can differ depending on the problem. One form is to use the outdated six categories, they are method, machine, material, manpower, mother nature and measurement, with this method problems are studied which then allow everyone to have an insight into the situation so resolutions can be created and applied

Fishbone diagramEnvironment
People 

Insufficient flows through department
Materials 


Having the updated machine
Patient not attending appointment


Patients abusing the emergency appointment 
Bonus


Process takes long

The problem

3 Doctors attending to so many patients at a day.
Poor schedule

Late for appointment 

GP not trained appropriately

Storing data is not used


Damage medical equipment


Measurement 
Method 
Equipment 





Techniques in solving problem and Decision-Making Tools.
In order to get solutions for the problems faced at Grove Medical Centre, it is important to know the chain of command. By passing messages across from all doctors to the one in charge of the whole surgery. I believe this would be a Hierarchical structure as the structure has patients, admin, nurses and doctors.
Brainstorming combines a relaxed informal approach to solving problem with lateral thinking. It can be done individually or as a group, this could be original, creative or generate new ideas (MindTools). Grove Medical Centre lacks communication within the service, doctors had no records of the appointment, he spent few minutes looking at my son and dismissed him with no proper checks carried out, the priority are based on appointment time rather than the illness, although a patient can get emergency appointment for the same day but the wait time is not the actual time given and can be hours away from the appointment time and doctors had no diagnose on the concern.
‘PMI meaning (Plus, Minus, Interesting) is a brainstorming activity that encourages participants in a discussion to look at an idea from more than one viewpoint’ (WhatIs.com). This technique should be used by the GP in order to solve the complaints from patients. 
Weighing the pros and cons of decision making 
Plus (+)- close to home, ability to get same day appointment +5
Minus (-) service provided needs improvement, attention to details, doctors not trained to use medical equipment. -6
Interesting (?) difficult in getting treatment, wrong diagnosis, -6
The need for change at the Grove Medical centre is needed.
Monitoring and feedback
Base on experience with Grove Medical Centre in the year 2007 and 2020. The feedback has probably not been solved by the practice in order to rectify the concerns of patients. This should have been monitored to avoid complaints regarding the same issues experienced by different patients. The stakeholders should always revisit the reviews of patient and seeking for an alternate solution to solving any arising issues filed by patient. Staffs should always implement interventions and evaluate the outcomes.
CQC are another organisation that monitor and control potential changes within the GP practice, with their insight, they can analyse the information and use it against the local and national data and look at the quality of care that is offered to patients.
Barking and Dagenham local Healthwatch is a governmental statutory instrument which helps to hear and strengthen the voices of the local people concerns about the services they receive from social care services including GP practice, and ensure that services provided do met the needs of their patient. Healthwatch in barking and Dagenham undertook a plan to understand the issues and barriers local people face from a solution-focused standpoint. The feedback they received from patients and other concern citizen is then collated and GPS are informed in Barking & Dagenham. This is another platform concern patient can use to help improve the services within the practice.
Recommendations and Conclusions 
It is safe to say that solving a problem requires technical approach that allows one elaborate on the situation and to seek what solution appropriate to solve the issue. It is important to work together as this makes ideas visible than working individually. Then applying the decision-making tools to implement the changes required. For changes to be maintained there should be constant communication within the practice and externally.
‘The Program Evaluation and Review Technique (PERT) is a broadly used method for planning large-scale projects. As Harold Kerzner explained in his book Project Management, "PERT is basically a management planning and control tool. This can say to be as a road map for certain program or project in which all the key elements have been entirely identified, together with their equivalent interrelations. PERT charts are often built from back to front because, for numerous projects, the end date is static, and the worker has front-end flexibility." A basic element of pert style planning is to identify important activities on which others depend. The technique is often mentioned to as PERT/CPM’ (Rouse, 2019).
[bookmark: _GoBack]PERT have few advantages, for instances, it forces them to establish and measure project information and provides them with an explicit display of the project. It also helps them to identify which events are important to the project completion time and should be closely monitored, and which activities involve slack time and can be delayed without causing any effect on the project completion time. The chief disadvantages of PERT lie reality of nature. Complex systems and plans, with many contractors and channels of supply involved, sometimes make it difficult to predict exactly what will happen. The technique works best in well-understood engineering projects where enough experience happens to predict tasks precisely in advance.
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