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[bookmark: _Toc535358376]Executive Summary

This report will include ways of dealing with problems, and how they can be solved. Within business environments, how problems are dealt with, the issues which may arise and how these issues can be resolved. I will be mentioning about two problem statements and how these problems were dealt with. Problem statement 1 is about an issue which I dealt with and problem statement 2 is about issues which I heard of and how I believe these problems can be solved in a hospital environment. 
I will be mentioning about the Fishbone diagram and how this helps organisations to understand and find causes of their problems, before more issues arise. This diagram is very helpful as it can be split into complex problems and small issues which may not have been recognised before. 
In this report I will be analysing SWOT and PEST and how these are used within situations in a work place, this can be any work place however, my examples are based among NHS hospital settings and this is a vast organisation and there are many examples which can be spoken about. SWOT is more about the strengths, weaknesses, opportunities and threats of a company whereas PEST is more about the external factors which are influencing and affecting the company. 
I will be mentioning Peter Drucker’s Theory and how this affects problem solving and making decisions within an organisation. Drucker had an ideology of management schemes which is used by many people around the world now. 








[bookmark: _Toc535358377]SWOT Analysis
SWOT analysis is a framework of internal and external factors; this has an effect on the organisation. SWOT is shortened into four influences; Strengths is the first factor which is internal, this supports the accomplishments of the organisation; Weaknesses is a internal factor because it does not favour the organisation; opportunities is an external factor which is used for its benefits and the last factor is Threats which is an external factor that affects the establishment (SearchCIO, 2018). 
SWOT analysis can be used to help solve as well as make decisions, the SWOT factors have an effect on the organisation. This analysis helps to set and accomplish the aims and the goals can be accomplished by this (Mindtools.com, 2019). 
An example of SWOT analysis in a hospital environment:
	[bookmark: _Toc535358378]Strengths 
	[bookmark: _Toc535358379]Weaknesses

	1. High demand 
2. Demand of medical support  
3. Training opportunities for NHS staff 
4. Appliances shared amongst the hospital departments 
	1. Insufficient funding
2. Shortage of NHS staff
3. Import of medicines are reduced 
4. Slow computer systems – because more demand and more patients in different departments.

	[bookmark: _Toc535358380]Opportunities 
	[bookmark: _Toc535358381]Threats                                                      

	1- Promotional items and cosmetic sales in outpatient pharmacy. 
2- Hosting of training and private charities amongst the hospital which will help bring people
3- Delivering non- urgent medication to wards and clinics

	1- Company failing to meet standards due to (Brexit) as medicines and other appliances cannot be imported and there is a shortage
2- Social expectations are threats as everyone expects excellent service at all times however due to busy periods, this is not possible to make everyone happy.
3- NHS buying out private companies based in hospital such as Lloyds outpatient pharmacy, is a threat for Lloyds. 


[bookmark: _Toc535358382]PEST Analysis
[bookmark: _GoBack]PEST analysis is used to identify and understand the organisations aims and review what results can have a positive effect for the future of the place. PESTEL is the abbreviation for Political, Economic, Social, Technological, Environmental and legal. In this report I will be talking about PEST as these four I believe, are the main four external factors which help support when decision making. The PEST analysis should be reviewed very frequently, depending on the organisation itself. Some companies choose to do an annual PEST review, however, it is best to review every 6 months as this allows for the negative factors to be resolved. The organisations which look through the negatives and positives have an advantage for the whole organisation as their outcome will be good.  PEST allows for the companies’ external factors to be understood and recognised and how they have an impact on their business as a whole. PEST analysis can be used to find threats and other factors which is in the SWOT analysis (Oxford College of Marketing Blog, 2019). 
An example of PEST in a hospital environment:
	[bookmark: _Toc535358383]Political 
	[bookmark: _Toc535358384]Economical

	
1. The political factor would be Brexit and this links to shortage of staff working within an NHS setting. This would have an impact because of individual circumstances such as Visa’s and their stay in the UK.

	
1. The economical factor includes minimal funding from the NHS due to money shortage. This links to Brexit and the European Union.
2. Prices of appliances and medicines are much higher as they are being imported from Europe.


	[bookmark: _Toc535358385]Social
	[bookmark: _Toc535358386]Technological                                                     

	
1. Expectations of the society has changed, an example of this can be the medicines being prescribed to the patients, they may not be on the hospital formulary therefore they will need to contact their GP’s. This is a hassle and this can cause agitation and frustration with the hospital and any other organisations involved. 

2. Referring patients to the GP and Community pharmacies is time consuming which is why this is a social factor, although, the benefit is that they will be meeting other professionals. 


	
1. Old computer systems are likely to crash, resulting in more costs within the NHS. The computer systems not being changed can be due to the high volume of patients within the NHS healthcare sector, although this can gradually be improved. 
 



[bookmark: _Toc535358387]Problem Statement 1

A problem that many people face at the fast food shop, I also had a bad experience I will be mentioning below in my coursework.
Sometimes when the food is not cooked right or even not placed in the right temperature there could be a real problem, it could be as bad as life threatening situation. I would recommend all customers to also check the rating of the shop as that is a very important when it comes to health & safety. Most of the time read reviews online as that makes me more aware of the type of food I will be buying to eat, I do understand sometimes the online reviews varies due to different tastes. But, overall it still gives the customers an idea of the service & food. I had once bought lunch at the fast food shop just some wings & donner kebab. Within the hour I felt I had a stomach upset, at first, I did not thing anything of it as I thought I had just over eaten.  
As time was going I felt more sick & pale also runny stools with a slight fever, I then called the GP out of hour they told me to go in & get myself checked out. I had some blood tests done, when the results came back the doctor confirmed it was food poisoning. I was told to drink loads of fluids as I was losing loads of fluids due to vomiting & got sent home. After a few days I had got better, I then went to the shop where I had bought my fast food from causing me this terrible nightmare.
When I had told them the situation they had denied it, I had showed them the hospital letter that I was given from the GP, then only then the managed offered me to take a free meal on the house, I looked distressed and asked to speak with the manager unfortunately he was not at the shop at that time. I looked distraught and asked for an apology as this is what I would have done if I was the shop manager.
I was furious at what they had done to solve the problem and had told them I will be taking them to court. I started looking for a solicitor to take them to court, After a few days I was recommended a solicitor by one of my friend. I then explained the situation to my solicitor in depth and also had mentioned that the reason I am taking that fast food manager to court us due to lacking in customer service as well as carless of handling of the food, and also to make sure it does not happen to anyone else (Which? Consumer Rights, 2019). 
Shift manager roll
I believe that the shift manager was not doing his duty 100% as I told him several times to call the manager of the shop as he was not present during the incident and the shift runner refused to make that call.
Risks 
Risks of ignoring this situation will cause many more problems with other customers and also someone’s life could be at serious danger and It is unfair to the person suffering.
[bookmark: _Toc535358388]Peter Drucker’s Theory
There are four different ways that Peter Drucker managed his theories 
Peter Drucker believes that rather than a manager being too strict or demanding they rather should become more encouraging each other while supporting to make the team becoming successful (The British Library, 2019).
I will give you a few examples of Peter Drucker’s management theories.
The four different ways are:
1. Equal opportunities in the workplace 
A manager should be respected by his employees, it is also crucial to share ideas as a team. The employees should be treated with equal opportunities, also it is a good idea for the manager to speak with his workers getting them to share ideas or if necessary then speak to them individually encouraging them to explore their ideas into the business, making sure the employees understand that there say is important to the business.
2.  Team working
Working in a team makes the team understand their individual strengths and weaknesses. A manager should make aware that the staff can always share ideas instead of keeping ideas to themselves, it is a great pleasure to work strongly in a team rather than working in a weakness environment.
3.  prioritising work time 
making sure every staff is working together and prioritizing the work goals.
There are five steps to MBO
· Review goals
·  Set objectives
·  Monitor progress
· Evaluate performance 
·  Reward employees

Gathering a small meeting with the workers and explain the smart goals, making sure everyone understands their part in the business goals.
4.  boosting creativity 
Many managers dream is that their workers are confident and to see employees taking risks, some employees making a small mistake should not mean they are a failure and drawback dramatically in fact every team member should create more ideas and add value to the business (management, 2019).
[bookmark: _Toc535358389]Problem Statement 2

An example of a hospital outpatient pharmacy; how shortage of staff can have a problem with the service being run.
An NHS hospital environment has many positive factors, as there are various departments for the public. This is beneficial for those who need the service, however the public do not look upon economic factors, such as the costs of each service. Non- formulary is when medicines are prescribed to the patients, however, the medicines written on the prescriptions are needed to be dispensed in other pharmacies than the outpatient, which is within the hospital. If they are non-formulary, they are not listed part of the hospital guidelines. The main political factor which is having an effect on the NHS and the hospital settings, as well as other management settings is due to Brexit, BIA Benefits | Buettner Insurance Agency, 2018). Brexit is resulting in shortage of staff and the position of them living in the country is in danger. This also affects the economical factor and the prices of the medicines are increasing as well as the transportation costs, from the EU. This factor can affect the service of the organisation as this will delay processes, certain medicines are not being produced in the UK manufacturers and therefore, it affects the social factors as the patients will need to go to other services in order to get their medicines and appliances. 
The impact of Brexit is very vast, and although shortage of staff is a problem, new staff can be hired, however, this needs to be staff who are educated in the field as well as experienced, this will take time and energy in order to find the suitable candidate for the job role. There are also other ways of improving the service of NHS hospital setting, another factor includes; robots working in the pharmacy dispensary, where there will be minimal errors occurring as human errors will not be made but the cost is much more than recruiting staff therefore, this will be more beneficial to recruit, however, this will also be costly. 
An alternative to hiring many staff for the job role, would be to hire one or two main staff whom can control and manage the dispensary with their high level of experience and skills. This can lead to career progression within the organisation which would help the staff and the NHS as a whole. Also showing the staff they are valued will help them to boost their confidence and enjoy working with an ambitious employer, this will allow them to focus on their work. Furthermore; hiring only one or two staff than four or five, means the two staff can have a competitive salary, this will motivate them and this can be more than the UK minimum wage which helps the employer as they will not leave the job, as their salaries will be higher than the basic jobs available. These are all ways to solve the issue of shortage of staff within an organisation and this helps the institution (Derby.ac.uk, 2019). 


[bookmark: _Toc535358390]The Fishbone Theory (diagram) 

The fishbone theory also known as Ishikawa is a diagram which is used as a method of viewing causes or potential causes to issues within an organisation. The layout of the diagram is similar to the skeleton of a fish and it is used to find and understand the main causes to the problems which are faced within an organisation (WhatIs.com, 2019). This diagram is named after Dr. Kaoru Ishikawa was a Japanese person who focused on quality control. Dr. Ishikawa invented this diagram to help the employees within an organisation to sold problems and find the root causes of them. This method allows the employees to brainstorm ideas and identify the possible causes. These causes are then placed along the ‘fish bone’ skeleton in level of importance. 
The cause and effect analysis helps to find the route cause, and this allows to identify solutions which can be found for the problems which may arise. With team work, knowledge can be shared and the problem(s) can be resolved. 
[bookmark: _Toc535358391]Step One: Identify the issue including who is involved, when does this take place and where it happens. 
[bookmark: _Toc535358392]Step Two: Understand and identify the major issues or major categories which arise in this section, the categories may include; equipment, environment and the people. This section should be the main causes and nothing irrelevant or small should be included here. 
[bookmark: _Toc535358393]Step Three: With the major points, brainstorm factors which contribute with the problem, how they are the causes, this should be done with each cause factor. Complex and sub causes should be separated to reduce confusion. 

[bookmark: _Toc535358394]Step Four: In this stage, analysing the diagram helps to show all the causes or even possible causes to the main issue. At this stage, some factors may over-power other factors which could then be cancelled out if not so important. Here one can identify whether the choices and ideas given are genuine or opinions and therefore can be cancelled out (Improvement.nhs.uk, 2019).


[bookmark: _Toc535358395]ADKAR Model
Jeff Hiatt was an individual who came up with the ADKAR model in 2003. This tool is used for change of management, and this helps to show why the change can be very difficult and how some changes are successful as well as unsuccessful.
ADKAR stands for five different meanings of change, these are; Awareness, Desire, Knowledge, Ability and Reinforcement. This model is a structure which helps employees follow steps when having a change of management in an organisation.
Awareness is when the employees understand and are aware of the change and why the change must occur. Desire is when employees work together to participate with this change and support the change confidently. Knowledge is when all the information about the change or its processes are clear to all staff and they understand the goal after the change happens. Ability is when staff learn and adapt to the change and understand the management behaviour and the change is then accepted by all and Reinforcement is when the change has been made and everyone agrees to the change as well as the change is for the benefit of the staff (and organisation) and this is for the better, the management will therefore stay and not be changed back to the previous one (Tools Hero, 2019). 

[bookmark: _Toc535358396]Conclusion 
I had explained some of the difficult situations I had faced throughout my experiences in life and how I had over-come the issues. 
I have learned dramatically throughout this report and a lot of new ways to overcome problems at work settings and other problems which arise in other organisations such as the healthcare sector as this is a very big environment. Therefore, this is why I mentioned the healthcare sector as part of my work, as it has a large number of service users and therefore the problems which are faced is extreme. 
I mentioned in my report of the ADKAR theory, this theory is used to understand change of management and how this is used. This theory is based on the employee’s preference as they will be working under the management and they need to feel comfortable in order to work in a comfortable and steady pace. 
Overall, there are many problems which arise in work settings whether it is a bog or a small environment however, the theories used and the methods which can be used to follow and solve these problems are the same and these help to manage and control the organisations.

[bookmark: _Toc535358397]Appendix

[image: ]
Source 1: Fishbone Diagram, 2018. (Discover6sigma.org, 2019)
Here is an example of a fish bone diagram, it explains the reasons why there is high petrol consumption in a car. There are many different causes of this as it can be seen in the image. 
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