
PROBLEM SOLVING AND DECISION MAKING (BMSW4004)     Lecturer: Mr Charles       Nilima Begum ID 2027887
























1. INTRODUCTION………….3


2. MAIN BODY……………….5


3. CONCLUSION………………10


4. REFERENCES……………….11






INTRODUCTION 


Holborn healthcare centre Receptionist Scope and impact in the GP surgery

The impact of Job dissatisfaction on employees

Holborn healthcare reception staffs, the  job tasks is to see more than 10,000 patients  who are registered with the surgery, our job is to book appointments for patients, and deal with all telephone queries and deal  request from the patients and making sure all request is  managed appropriately, other task is acting as liaison with the doctor or nurse in the practice,  additional task is  pulling out patients medical files and medical records when necessary , all the reception staff are accountable for the general practitioners in the surgery for any medical matters and  practice managers for  any others matters in the work place. 
Confidentiality is very important for the patients while seeking medical treatment, patients entrust us with sensitive information in relation to their health and other matters they do so in confidence and have the right to expect that staff will respect their privacy and act accordingly.
Communication is most important in the work environment staff need to communicate effectively with the team members at work furthermore communicate effectively with the patients and their carers we must recognise the people’s needs for alternative methods of communication and respond accordingly. We are trying to perform our role best we can.
 A receptionist’s job is difficult, and can very challenging, and intense, the job consists in involving a great level of commitment to patients, and your work colleagues, and the practice. Some improvements that include improved appointment systems, a need for positive role for practice managers in relation to reception staff, and individual planning of receptionist further training. Efficient teamwork among receptionists should be acknowledged and developed. General practitioners are recommended to develop a greater understanding of receptionist’s work. (Eisner,2022)

Most staff are not happy with their job working here, one reason is they feel they are being underpaid the salary is very low, if we compare with the same job in a different GP surgery the other staff are getting a lot more pay for the same job in this GP surgery, the pay is below the national minimum wage , the wage applies to most workers and sets around the minimum hourly rates of pay. Rates are regulated by the Secretary of State in cooperation with the government’s approval. The management for our workplace is very poor we do not feel we get enough support from the management and the owners. Some employees are feeling despondent and are considering leaving and apply for another new job with better pay and management support. The other major concern is this workplace is that it has a lot of Bangladeshi community and the other problem we are fronting is the language and cultural barriers with sometimes difficulty in communicating and understand the patients. 
Then there is the digital transformation in GP services digital technology brought on by the COVID pandemic including online GP consultations and other services that has many benefits, there is still work to be done to ensure that those who struggle with technology are not left behind. (Cooper,2022)

Job dissatisfaction is leading to a lack of motivation in the employees now they feel they are not being heard and the stress of low salary. Because of the lack of motivation in employees it is leading to less productivity at work and then to poor job performance and it is severely damaging the work environment and the effect the rest of the employees. 














MAIN BODY



SWOT ANALYSES of THE PROBLEMS FACEING IN THE HOLBORN GP SURGERY





THE ADKAR MODEL problem solving tool developed by Jeff Hiatt (1990)

Change is very difficult and using ADKAR can give a lot better chances of making the change more successful. This model is different from other models because it is focused on the individual. There are five steps to this model, individual change can change as well as organizational change. 



ADKAR model of change

A ---- Awareness ------ the outcome is awareness and understand the necessary change

D ---- desire ------------ the three aims is to feel dissatisfied with current state, and understand   the negative consequences of not changing, and finally people want to participate in the change

K ---- Knowledge ------- outcome is having the knowledge of how to change with further training or workshops

A ---- Ability ------------ a desire in new skills and behaviours to make the change to happen
 
R ---- Reinforcement ----- any new behaviour the change is reinforced within everyone



















ADKAR model in context


sustaining

implementing  

designing

preparing
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The owners of the organisation and the doctor who are partnership have called for a meeting, this was our chance for all the employees to discuss the problems we were facing and give ideas and use the problem-solving tools furthermore to discuss solutions, this was the opportunity to give our views and they wanted to hear what we had to say. There has been concerns for the staff as they are feeling depressed with the many factors that are leading to job dissatisfaction, the heads of the organisation are seeing less productivity and it is affecting the organisation and the reputation.
During the meeting all the receptionist discussed about the problems they are facing on the day-to-day basis in the reception desk. Different topics was discussed we evaluated the complex problems after analysing the major issues firstly how the management are not supportive with all employees and employees are not happy with the wage they are getting and the after using the SWOT analyse and the ADKAR problem solving tools and brainstorming tools, we found three major problems. All meeting member agreed on the problems we found at the workplace and decide to resolve the problems. The two major problems are.
 
BADMANAGEMENT / is the one of the major causes of job dissatisfaction in the organisation, the management leadership is very poor, and we feel the manager has no voice at the meeting for us he needs to be a decision maker and take the leadership, the manager does not give us any opportunity to develop at work he should give us access to training or give guidance to develop ourselves,
DEVELOPMENT PLAN AND SOLUTION/ to improve the management and become an outstanding manager /
Manager will need to do further training programmes to improve on their skills, a successful manager should take ownership of all the situation in their responsibility there should be no excuses.   this will make the manager more productive; managers should always set high standards from the beginning this will give a good reputation. A good manager should always look to improve and should not think they have reached the pinnacle of the career. The meeting members will review the situation of the management in the next month, if there has been to improvement then further steps will be taken and could be a possibility of to change and employ new management staff. It is important that we see productivity in the organisation. Managers will get bonus when they meet targets. We will be doing a monthly review to monitor the progress of the organisation.


UNDERPAID/ this is the second big problem in the organisation money is important to everyone’s lives money is needed for a living and every worker looks forward to payday. High Pay greatly influences employee’s performance at work, a salary brings an employee a feel of security, the staff are not happy the salary they are getting this is leading them to poor productivity in work and developing lack of interest, staff are finding hard to meet essential needs. Some are planning to change job for better pay.

DEVELOPMENT PLAN AND SOLUTION /  
Members at the meeting have agreed to give a pay rise, this will be implemented next month on Monday the rise will be 5% in line with the government wage rate national minimum wage, employees will get bonus when they meet work targets. there will be a monthly review to check on the progress of the employees.

Government National Minimum Wage
The National Minimum Wage (NMW) applies to most workers and sets minimum hourly rates of pay. These rates are providing in guidelines made by the Secretary for State with parliamentary approval, based on the approvals of the Low Pay Commission (LPC).
NMW rates vary by age group. NMW rates vary by age group. From April 2021 the minimum wage is: 
· £8.91 per hour for adults aged 23 and over this is the National Living Wage rate
· £8.36 for 21–22-year-olds,
· £6.56 for 18–20-year-olds, 
· £4.62 for 16–17-year-olds, 
· £4.30 for apprentices aged under 19 or in their first year of an apprenticeship.
(Francis-Devine,2022)



CULTURAL/COMMUNICATION BARRIERS/ STAFF and finally the third major problem is staff are finding difficulty in communication with the community with English as second language, we need to give clear message to patients with symbols and illustration on large posters to communicate with them,
DEVELOPMENT PLAN AND SOLUTION/
Members have agreed that the language barrier can become a big problem so everyone has decided with an action plan that the best solution is firstly recruit a translator this can help with the communication, and furthermore the management will need to put up clear message and pictures to give patients clear messages, this will be reviewed every month at the meeting and monitor the progress.


CONCLUSION
Job dissatisfaction is a big problem amongst the uk employees, many are not happy with their job this can eventually lead to individuals to arise negative feelings towards their job, it could be many reasons for this. Some factors are underpaid, or little or no vacation, bad managements who don’t support their staff and they feel let down by the managers. Organisations with happy employers have much more productivity and revenue growth compared to organisation with unhappy employees. All this depends on how the organisations is treating a person at work. Employees want to be trusted and treated fairly this is what they want.
Organisation should be a good listener to their employees because when employees are listened, they feel they are being appreciated, and their word matters. Keeping a good relation between boss and employees is very important so you communicate and resolve problems this can improve the productivity of the company. We spend a lot of time at work so we should be happy there if not then it is a big chunk of your life that you feel unhappy, people are giving a service so they feel they should get a good salary.
Job dissatisfaction can affect your whole life not just workplace, this can affect your relationship with the partner, you may feel frustrated all the time not sleeping well. 
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