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INTRODUCTION 

St Lucy Care Services is one of London’s top care providers situated within the Haringey borough. St. Lucy Care Services (SLCS) area of specialisation includes domiciliary care, supportive accommodations and care homes. The company’s main target is to help ensure adult mental health patients recover from their illness. Their patient ages ranges from 45 to 65 years. St. Lucy Care Services (SLCS) has over 12 years’ experience in the provision of care services. The facility has a team of dedicated and committed personnel who execute their duties with a good sense of professionalism as well as the needed sympathy, and empathy. The general manager is also a registered nurse with over thirty years in experience. SLCS prides itself in providing high standard of accommodation, community-based care, and support for those with the greatest need in the community. They also provide care and support, flexible enough to respond﻿ to the needs of each service user under their care. They always strive to maintain their high standard care to suit the needs of all service users.



































Problems and challenges faced at the SLCS

SLCS is a 24-hour facility with staff running on shifts. On a regular day at SLCS, there is a Manager or Supervisor overseeing the daily activities, a registered nurse, one support staff, and one contract maintenance staff who comes in twice a week. The facility on average runs an effective system and this has generated a lot of respect and positive reviews within the community, stakeholders and people who have ever encountered their services. When and where necessary also, SLCS also volunteers in some community outreach programs as part of its social responsibilities. 

However, SLCS, despites it’s years of experience, similar to other organisations, unfortunately faces few challenges on some occasions. The said challenges are due to both internal and external factors. These challenges have come up due to needed changes within the organisation and misunderstandings among staff. Some of these challenges are minor while a few of them can lead to the loss of operational licence. If these challenges are not handled properly as has unfortunately befallen few facilities in the industry it could lead to the above. It is therefore imperative that critical attention is paid to all arising challenges. SLCS fortunately is almost always able to resolve its challenges. 

There are laid down procedures to deal with all challenges. These procedures have proven to be effective over the years. When and where necessary, appropriate modifications are done to resolve pending issues in the event where the laid down procedures prove to be inadequate. It is worthy to note that all proposed resolutions or mitigating factors are confined within the laws of the industry as well as that of the government. SLCS ensures that health and safety is seriously adhered to in accordance to industry practice as well. 

CASE STUDY 1
In recent times, St. Lucy’s Home has been faced with some internal challenges. These issues are currently pending though management is going through a process and evoking strategies to ensure it is resolved. Management is keen to have this issues resolved to ensure business continuity while maintaining and boosting employee confidence within the organisation. 

As stated earlier, a regular business day at St. Lucy’ Home Care involves a manager / supervisor, a registered nurse, a support staff, and a periodic maintenance staff.  Occasionally, the registered nurse may be absent from the care home due to other urgent matters to take care of outside, during such times the company rely on the services of an agency staff.  At times, trying to get a replacement staff from an agency can become a problem as the agency too need to be notify in advance to schedule a replacement staff.

This absence of a nurse can sometimes occur during the day as well as night. On some occasions where such a situation has arisen however, the facility also acts fast to engage the services of a temporary registered nurse from an agency. On two occasions in recent times however, the care home has had to go through the night without a nurse because the agency could not provide a nurse or reach out to an available nurse. 

This has generated grave concern to staff. In addition to this, staffs are also of the view that the services of a permanent maintenance staff need to be engaged. On the days the maintenance staff is not around, most Support staffs become over burden as they will have to handle arising matters in that area. As the Support staff becomes burdened, it transcends to other employees as they are almost pressured to take on additional roles. While this is indeed of grave concern to staff, they are more alarmed at the thought of the probability of not having registered nurse around during critical moments. while they have been trained on first aid services and can call for an ambulance when needed, they are strongly of the view that a constant availability of a registered nurse or a permanent residential nurse is a needed precautionary and will indeed help mitigate various risk factors. 

In view of this, staff are beginning to feel stressed and overburdened and this is affecting their output and inter relations. SLCS has always maintained a conducive work environment where staff know that they are valued stakeholders. So, these arising matters, and how staff seem to be getting affected are of concern to management. Management is therefore considering various mutually beneficial solutions for all stakeholders. 


CASE STUDY 2
Even though SLCS are known for its best performances, the care home is still use to their old systems and training, for example, the company has not still adapted to computer storage system and still use paper filling cabinets. Secondly, the old staff do not welcome new staff whole heartedly, they resort to backbiting and name calling any time there is a new face among them. This does not create conducive working environment for the new or agency employee and eventually cause problems which forces them not staying or wanting to come back to work although the old system works well for old staff. This is a major problem being faced at the care home, changing from their old ways of how they do things. A temporally staff came to cover up for a sick leave but the old staffs ended up doing things differently, because this lady was more updated with the new system and training from the CQC that made it seem as if she does not know what she was doing but rather she was the one doing the right thing. This has also brought concern to both management and staff if they are on the right truck.

According to (The Guardian 2013) The main challenges which care workers faces in England are time constraints, lack of training and very little pay, according to survey which has been made on homecare service. SLCS is still use to in house training occasionally but that seems to be very expensive and difficult to train all members at the same cause of different work pattern.

CASE STUDY 3 
In as much as SCLS has clean rooms, however, its sizes are very small and might seem uncomfortable for service users, this has made some service users decline to stay in the care home and has financially affected SLCS. Sometimes it becomes a struggle to find service users to occupy all rooms because of its small sizes with, single beds and very little space to put your belongings.  Having an empty room does have great impact on the care home, less money coming in which can bring in difficulties to other areas in the home.

One of the service users had to be moved from SCLS into a bigger care home as they suffered from asthma due to lack of air and being congested, every time the service users use certain fragrances in the room it triggers them to start coughing because the room is not airy and the fragrance tend to stay in one place for a long time, anytime the cleaners use household detergent to do their cleaning chores service users wheeze throughout the day. 

According to Daina Rodriguez, (2013). People who seem to have asthma can be very sensitive to fragrances and can experience more allergy symptoms or even worsened the asthma symptoms from exposure to fragrances, and other chemicals.
  




























 










PROBLEM SOLVING 

Case study 1a
As stated, the registered nurse manager is not always available so not having a registered nurse on site is a major problem and this can lead to loss of license to operate in the care sector if something goes wrong, as people’s lives can be in danger if the right managerial skills are not utilised, having a registered nurse can be expensive but as we know it is always better to be safe than to be sorry, the nurse being around is to make sure the environment around the home is safe and better quality care is given to every individual  at all times.

Having qualified nurses will help better the care home, as the nurse can make life a lot easier for the running of SLCS rather than depending on the manager and agency on days and nights when needed but having one onsite daily will help run things smoothly on day by day. Also, it will make life a lot easier if it is two registered nurses available one for day and one for night for much better smooth operation. This helps eliminate any unnecessary tension from co-workers.

According to nursing times, (2015). ‘’There is only one recommendation related to nursing: to create a vocational nursing role that allows nurses to be trained while working in care settings. This is needed, but so much needs to change before this is possible’’.
Having a permitted registered nurse can also safe time from calling an ambulance unless it is life and death matter. it will also help promote better quality care because support workers are not allowed to do setting things within the SLCS because of lack of knowledge in the care sector. Registered nurses in SLCS always have the highest position there and oversees all activities of all support workers within the care home. 

Full time registered nurse on broad at SLCS will also oversee each patient’s medical history and overall health issues to make sure each service user has the right care been given. The presents of the full-time nurses can also boost the SLCS up by letting new service users have the assurance how safe and best well organized the care home is, even if the price of SLCS is expensive you would not mind as you are paying for a good assured service. 

  

 SLCS REGISTERED NURSES’ DUTIES 

	Registered nurses 
	Three main top priorities 

	Responsibilities of rolls
	1. Resident safety 
2. Prompting wellbeing, personhood and dignity 
3. Enhancing quality of life 

	Other actives 
	1. Monitoring vital signs 
2. Giving IV’s
3. Administering medication and drawing blood
4. Sugar levels
5. Consulting with the supervising physicians 


  

Case Study 1b
Having a maintenance person in the home will help ease some of the work from the support workers so at least their duties will be more effective, this can help them also produce a better care for the service uses in the care home. The less being done by one person can have more good impact on others. This makes their work less stressful, more enjoyable and willing to make their job done better. According to Roomer, (2019). Making the most of your time by focusing on what is most important to do, instead of doing everything. Maintenance help around will allow support workers to focus on what is essential rather than focusing on what is less important.

This will always help SLCS to have a peaceful working environment with less stress on all staff and better care given. According to Amrita, (2015). If the act of sharing takes in the workplace people become more comfortable when dealing with each other hence increasing the co-ordination and more efficiency of work been done. Without a full time, maintenance staff around the workload will be too much on the support workers and will lead to disorganize at SLCS. 
 
PROBLEM SOLVING CASE STUDY 2
SLCS need to start using the new system to be able to be updated. Nowadays everything has been made easy to be use, training staff every so often will not just help upgrade but will assure service users how competent SLCS is, it gives service users the trust they need. Being updated will always help SLCS have the right equipment maintained well and mangers will find ways of improving safety. Staff will also be safe and protected from harmed and abuse by the law if training is giving staff will understand their entailment clearer. Training staff in SLCS will help improve the quality of care being giving to all residents. 
  
Key strategy of staff training is to also improve loyalty, most organization that are committed in helping their staff develops their careers also discover those staff feel a lot engaged in the care home, staff engagement can lead to increase in productivity. If staff from SLCS gets this training as they are supposed to get, they will feel more appreciated, valued and will be glad to be part of successful team with good environment.


		Benefits SLCS will receive from their staff if training is giving 

	

	1. Better work

	2. Lower staff turnover 

	3. Lower absenteeism

	4. Fewer safety incidents 






Also, by law it is said to have an ongoing training in all care homes as it is a major key factor in Care Quality Commission (CQC) rating will also help to service improve the breadth of service you give to your service users and importantly it helps increase the quality of care being provided. According to Careers UK, every organisation that is providing care service  must meet every standard required by law. By doing this all staff at SCLS will be more confident in their day to day duties. If SCLS does not follow regulations by the law, it can lead into closure of the home.

SCLS can save money by doing online training as it is much cheaper than brining the trainers in-house, instead of getting all staff in at a go, this can save both money on the training and staff not being paid when they come, it works out much cheaper for the SCLS. Training staff will help them know how to deal with their service users better by using the appropriate skills, this can also help SCLS to expand the care home which can lead into new service users.

Problem solving case study 3 
SCLS should consider expanding it space with much more bigger rooms this can cause or will bring more income to the care home which can help better the service available, most people like to pay for good service in a care home that is including bigger space with airy room where is it very comfortable, after all is it where most service users find comfort and rest. 
Every service user would prefer a cosy room to be in like, homely free environment regardless of their health state. 


























TOOLS
Here are some beneficial business analysis tools I will be using to improve SCLS.
SWOT ANALYSIS, PESTLE ANALYSIS and the FISH BONE

There are many other ways to improve SCLS to make the running of the home to be more successful, here are some commonly used tools by many other organizations to help improve their business, not just in the health sector but any other sector can use this tool. 

Swot analysis for SCLS

According to Moodle, (2019). SWOT analysis (strengths, weaknesses, opportunities and threats analysis) is a framework to identify and analyse the internal and external factors that might have an impact on the viability of a person project, place or product. By using the swot analysis, it will help SCLS to leaders to asses the care home’s strength, weaknesses, opportunities and threats, this is a very useful and time-tested leadership.
SWOT analysis will also be very useful for SCLS if the leaders within are prepared to spend time to go through their SWOT analysis and use it to work out the best way forward for them. 

SWOT
1. Strengths
2. Weaknesses
3. Opportunities
4. Threats 

	STRENGTHS
1. Good customer service 
2. Excellent location
3. Transportation
4. Good communication between staff and service users 
	WEAKNESSES
1. Limited number of nurses/ staffs
2. High staff turnover 
3. Fewer beds available 
4. Poor training system 



	OPPORTUNITIES
1. Improve training system
2. Expand the home
3. Building stronger brands
4. Strategic plan
	THREATS
1. Ltd care home
2. Competitors have new products
3. Funding 
4. 



                                        


The benefits of using SWOT analysis for SCLS

1. It will address all weaknesses within SCLS so you can work and better it.
2. Know all your strengths 
3. It gives room for improvements
4. You can develop more business strategies and goals for achievement 

However, SLCS should always remember as much as swot analysis is very good it is advised not to rely on it wholehearted as business planning does require many pieces of research, analysis and data. There are many different components and SWOT analysis is only one of many as it only focus on four different primary function, although it can play a major contribution to your planning. 
Leaders form SLCS should also be aware before doing SWOT analysis,   
Another tool that can help make SCLS better is PESTLE analysis also known as PEST. PESTLE is a tool used in identifying forces that face the organization. It is very important if the organization conduct situational analysis before any plans are made and it will be advisable if this analysis can be done every six months to keep the organization on track.   

PESTLE ANALYSIS
1. Political 
2. Economic 
3. Social
4. Technological 
5. Legal
6. Environmental   

According to PESTLEANALYSIS, (2011). PESTLE analysis gives you a clear detail view of the environment its business is situated in. this can also be called a bird’s eye view of an individual or a company can try to ascertain the needed trends of the market from a macroeconomic perspective. SCLS should be aware of all six factors to be able to be on truck with all needed information.

1. Political factors:  tax legislations, consumer protection, employment regulations and insurance mandates 
        are all the elements in the political sphere that are most likely to have impact on      SCLC. for example, if there is change of in employment law which impacted employees overtime requirements, this could have a major adjustment in overtime needs and staffing. So, it is very important is it aware of all political factors.

2.  Economic factors: examples of economic are inflation, unemployment and interest rates are economic issues that can indirect and direct influence SLCS financial performances. This can have some impact on SCLS purchasing power, example if a manufacture of equipment with high rate of unemployed this will mean fewer people can purchase its item which can affect SLCS finance because the rate on the equipment has gone up.
 
3. Sociocultural factors: By identifying changes in values, demographics and beliefs of various consumer groups. SLCS should knowledge the community it serves to be able to avoid norms or violation widespread values. This factor can play marking strategy for SCLS.  
   
4. Technological factors: There are major changing in health care industry due to technology advancement. SCLS must make sure it is always updated with new technology within the care homes, this can increase their rating for the home and give service uses better care. 

5. Legal factor: All legal factors need to be taken very seriously in SCLS, if you  do not it could lead into loss of operation, here are some of the legal factors that must not be taken for granted, Health and safety law, data protection and employment law. All this laws and policies has impact on SCLS, knowing all this and acting on them SCLS will run very smooth without any problems with the law.

6.  Environmental factor: SCLS will need to Identify the environmental factors that needs to be considered, like climate, environmental offsets weather and change of climate.


FISH BONE TOOL
According Askme, (2014). Fish bone can also be called Ishikwaw diagram others call it the cause and effect diagram, the fish bone was developed by kaour Ishhikawa in 1968, the diagram helps to link problems with potential root causes which are are grouped by different categories. The fish bone diagram will enable a brainstorm process to cover all potential root cause of the problem.
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Chain of command 
According to Business Dictionary, this is where power and authority from top management to employees at all leaves in the organization delegates instructions downwards to be followed, According to its proponent  Henri Fayol (1841-1925), if the chain is more clear the better the greater the efficiency and effective the decision making process it becomes.
If SCLS is to follow this chain of command it can make life much easier, having the right people doing what needs to be done will surly improve their care system. 

Chain of command in SLCS
MANAGER 


SUPERVISE 

                                  
REGISTERED NURSE

SUPPORT WORKER


                                                                    MAINTENANCE  

                                                                  











Conclusion 
From the information gathered if SLCS is to follow the tools that has been mentioned above it shall have a smooth running in the care home without facing any major difficulties internal and external in the future. All this tools has been used in many major businesses and it has had a great impact and led to great success for the them.  
SLCS would improve drastically in terms of better service between staff and service users and this will help promote the care home as well, which can lead to other homes being open. However, if SLCS does not follow all the suggested plan mentioned above it can lead to fewer clients, less staff and face finically difficulties as well which can cause them to lose the home care.
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