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Work-based problem is the common thing is organization. They can be occurred at any time and having the ability to solve any problem helps to increase the success rate of the organization. Before solving any problem at the workplace, there must need to make a proper analysis from the very beginning to overcome the situation properly. There are different tools and techniques that enable from simple to complex problem in the organization. This report is mainly in a hospitality care center that I am currently working. 
According to Adair (2013), Problem-solving is the tool that helps to evaluate a problem in the workplace by measuring impact and make the best decision to solve it. There are various types of problem that are creating difficulties to accomplish different activities. Mainly communication problem is creating a big impact in the care center. This report will analyze different factors and evaluate them to resolve problems at the workplace. Employees and employers at my workplace have a lot of responsibilities and decision-making abilities that help to resolve the problem properly. Decision making for the complex problem and later on make a proposal that can help to take initiative for a range of problem-solving tools will be used in the report to implement the solution of the problem accordingly.
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There is a various  problem that can occur at any time and after facing any problem it must need to be analyzed properly to resolve it accordingly. Successful person always considers problems as an opportunity that helps to take the challenge and accomplish the problem from the very beginning. Ryan (2009) in his book Thinking, problem-solving, cognition mention that, Workplace problems are considered as the unpleasant situation when employees and employers are facing trouble to accomplish their regular activities properly. Problems can be occurred due to lack of communication, issues with others due to motivation, satisfaction level due to low salaries, and many more. Problems can impact on customer satisfaction level on hospitality care center. There is a different level of people come to take service and lack of service will make a bad situation at the workplace. According to Morgan, (2016), Workplace problem creates a negative situation between employees and employer that cause serious issues in the business objectives. Workplace problems create anxiety that makes an employer bad performance or unable to work due to huge work pressure. When an employee feels uncomfortable or dissatisfaction at the workplace, it makes trouble to other employees as well. it makes a distraction of working on everyone and creates a lack of performance to reach organizational goals or objectives. 

[bookmark: _Toc531017789]Steps of problem-solving
There are various steps for evaluating problem at the workplace, these step helps to identify, measure, and evaluate properly. Below are described accordingly:
Recognition of problem: Pizlo (2012) suggests that, first of all, there need to recognize the problem from where it's coming or why happening at the organization. problems are encountered in a different department of the organization and find out the problem as per the organizational operation level helps to resolve it immediately. 
Defining the problem:  Later on, there needs to define the problem by identifying its cause and effects. This step works mainly from where the problem is coming, how much the impacts of the problem, specific time that is taking place for the problem, reasons that are impacting on the problem and who are mainly occurring the problem.
Analysis of the problem: This step is the final stage where problems are investigated and analyzed properly. Proper investigation of the problem and find out the impact will be done properly to evaluated accordingly. Relevant information will be collected by considering all the factors that are causing the problem and later on resolve the problem as per the planned that taken for evaluating.

[bookmark: _Toc531017790]The complex problem at workplace and analysis

I am currently working at Octavia care home as a healthcare assistant. I have to provide healthcare service to different people at the care home and provide regular checkup. Ensuring better healthcare service is the main regular activity and support all the patients at the care home. I am working here for the last 2 years and I was really happy to work there just before the changes that took place since last 3 months on the managing department. There have been made some changes in the team and most of the previous employees who were my colleagues switched their job. New staffs have a lot of problems and communication gap and they aren’t even able to understand what I am saying. Sometimes I feel frustrated as there is cultural variation as well, some employees been taken from different countries and they don’t have the proper skill to accomplish different activities. My subordinate employees don’t want to listen and do as per their interest level, this made trouble to the patients too. I have concerned with my manager about this situation, but don’t want to listen to me properly and advise me to adjust with them. As they are working on the care home with fewer salaries than previous employees, they don’t want to make changes. Due to lack of communication and experience level, thus making me unable to continue working at this care home.

[bookmark: _Toc531017791]Five why analysis
Five why analysis is the tool that helps to identify by asking a different question and evaluate them properly to resolve the issue. This question is designed in a system that goes on depth and finds out the best suggestion that fits on the problem. Here is the five why analysis for the problem that I am currently facing at my workplace:
· What happened?
I am facing serious issues at my workplace due to communication gap due to cultural variation and lack of experience among new employees. Recently, there have been made some changes in the management team a lot of experienced employees switched their job to a different organization. This made trouble to work with new employees as they don’t have the proper experience, they even don’t want to listen to my advice and do what they been used to do. A lot of patients have complained me about their rude behavior with them and this me really me distracted from this job. 
· Who is involved?
Newly recruited employees for the care home are mainly involved and they are creating a bad impact by making different issues. They don’t even know the proper way of communication or how to respect others. Lack of experience on working care home is hampering service of the care home. The way I advised to them for following don’t want to understand or listen properly.  
· When it took place?
I am facing this problem from the last three months as new employees are recruited and they don’t want to participate in work properly. 
· Where it took place?
The problem is taking place inside the organization and it's an internal problem. The recruiting system of the human resource is the main problem in the care home that I am working. They just recruited for paying low salaries without proper experience. All the departments and employees are suffering from their problems.
· Why did it happen?
The main reason for the problem is newly recruited employees don’t have proper experience of working in a care home. They don’t have any ideas on how to respect seniors, they just do what they wanted to do. Service level for aged people at care home is reducing day by day and they are complaining about these employees. Manager of the care home don’t want to conduct performance evaluation as they just look for how to reduce the cost and this policy is creating trouble to work in this situation. Communication gap is the biggest issues that are impacting on the care home, different employees been recruited from several regions and they don’t even understand proper language. According to Proctor (2009), Training among employees and provide the way of communication will help to reduce the gap. Providing ideas regarding behavior will help employees to gather ideas on how to respect others efficiently. Variation in culture is the main concern of the communication gap that causes working difficulties. 

[bookmark: _Toc531017792]Internal and external analysis of the care home 

The internal and external analysis is the tool that helps to find out the different environment of the Hallmark care home that I am currently working. Internal analysis SWOT analysis  that finds out different strengths, weakness, opportunities, and strengths inside the organization. the external analysis is done by PESTLE analysis by considering political, economic, social, technological, legal and environmental analysis. Both help to evaluate the problems and their impacts to resolve accordingly. This part of the report will go through analyzing internal and external factors.

[bookmark: _Toc531017793]SWOT analysis
Strength: Octavia care home has proper strength to provide the best service for patients. Strong financial background increases the ability to do something different than other competitors. They have unique facilities and machinery that provide better management facilitates. Salary structure is up to the mark that helps to motivate employees to perform better than others.
Weakness: Lack of training facilities are making trouble to work properly for new employees. There is no performance measurement facilitates for employees that made difficulties to work accordingly. Managers at the care home don’t have proper service providing facilities that create difficulties to work. Weakness in strategically decision making creates issues in long-term planning. Communication gap due to cultural variation is another issue that makes trouble to work properly.
Opportunities: Providing proper training facilities will help to improve the service of employees. There need to provide different team working activities that will remove the variation and create strong bonding among all. Reducing communication gap by making good behavior system in the care home will help to learn behavior and attitude. Team working ability not only just help to increase the performance of all but also will help to remove the communication gap with everyone. Rectifying different issues regarding behavior among employees to ensure a better understanding of all will help to reduce different internal issues.
Threats: If the current situation of  communication gap among employees run for a long time, it will make a huge impact in the care home. Different employees at the care home are making trouble with patients and other people that are causing reputation of the care home and this is the biggest threat for all. Lack of   respect for senior employees and citizens not only just hampering the quality of care home but also reducing the market demand as well.

[bookmark: _Toc531017794]PESTLE analysis
Political: The Political situation is always unstable and it can make a change at any time. According to Cottrell, (2011) Due to political changes, there can be hampered at any organization in term of legislation and other things. However, currently the UK has a stable political situation and there are proper roles and regulation for a different organization. for a care home, there is always proper analysis and ensures that elder citizens are getting proper care as per the guidelines. Ensuring employee facilities, laws for care home and workers, monitoring all the activities are taking properly.
Economic: Economic situation has a close relationship with all organization. changes in price, demand changes, inflation rate, the income rate of the population rate, expense rate, salaries of employees, income rate of the organization and many things are impacted by the economic sector. When the price of any product got higher, there needs to increase the expense rate and salaries for employees of the organization as well. Because employees need to cope with their living cost. Different types of cost at care home are getting higher on regular basis due to changes in the economic sector.
Social: Social changes are mostly impacted by a multinational organization. They just need to check out the social situation, cultural diversities, norms and values to ensure better facilities for all. Octavia care home has employees and aged persons from different cultures. Ensuring better facilities as per culture or social rituals is the concern that helps to increase market demand as well. social values are an important factor for the UK and there must need to provide facilities for all people from different cultures. This helps to remove the diversification among employees and people who stay at the care home.
Technological: Technology is a blessing or earth and using proper technology helps to increase the ability to work properly. There are different types of innovation are occurring on a regular basis that is not only just cost-efficient but also enhances the ability to provide better service for every level of people. Changes in technology increase competitions as well and Hallmark care home must need to aware of this impact. Currently, different types of technology are using by the care home to ensure better service facilities for all and they all are trying to adopt the changes accordingly.
Legal: The Legal situation is changing due to changes in the political situation. New laws or legislation can be occurred at any time and adopting them as per the government roles are the main task of the organization. everyone must need to adopt the changes to ensure better serve and show respect to the government. There are different types of laws or legislation that are provided by the UK for employees, management system, rights, equality, discrimination, health and safety and many more. For care home, they must need to follow all the things accordingly to make a safer place to work.
Environment: Environment is the gift of earth and ensuring a safe environment is the responsibility of everyone. Hallmark care home always participate in different environment programs and arranges them to make awareness. Ensuring natural foods, keep a safe environment to reduce the natural disaster and doing many environment safety seminars help to make a better environment.
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This part of the report is mainly about analyzing and implementing alternative solutions to the problem. There are different tools that are designed to set up an alternative solution and make the best decision for resolving the problem. Force filed model is the best tool that is used widely to resolve different workplace problem and make the best decision that is required for all. 
Clark (2012) suggests that, Fore Field Analysis helps to optimize risk and changes that come from the problem. This is a structured analysis that evaluates the decision making of the problem based on identifying and evaluating the problem accordingly. it provides both positive and negative answers and later on evaluating all the impacts helps to make the final decision for the problem. Force filed analysis helps to make the best decision from a range of opportunities that increase the ability to resolve the problem properly.
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	Increase training facilities at the very beginning
	3
	






Training and team working to reduce the communication gap that will help to respect everyone
	4
	Need cost for training facilities

	The team working to resolve the communication gap among all
	4
	
	2
	Cultural variation will impact the team working 

	Recruit experienced employees to provide the best service
	3
	
	4
	This is costlier and termination will make a negative impact

	Build up respect for seniors and patients by a personal development plan
	2
	
	3
	Personal issues are creating trouble to improve respect 

	Establish better communication facilities through motivation and strategically decisions by managers 
	3
	
	3
	Managers are not providing support to make the strategically decisions as per the current situation

	Total
	15
	
	16
	Total


Figure: Forcefield Analysis(Clark, 2012)
Above table is the impact of force field analysis of the current problem at Octavia care home. This finds out both positive and negative forces of the problem and based on the scenario there needs to make the best decision that is applicable. Negative forces are mostly creating trouble to resolve the current situation and make the best decision.
First solution: Increasing training facilities at the very beginning is the first solution to the problem and ensuring training facilitates will help to respect seniors accordingly. Currently, they don’t have any training facilitates and that are making trouble to work properly or ensure different facilities that can enhance the performance of employees from the very beginning. Forces against the change are there need to increase the budget for the training facilitates as well. as the proper budget will help to ensure training facilities but there is no budget at all for the solution. If this solution is taken then the positive impact is 3 and on the other hand, the negative impact is 4 so it won’t be a wise decision to choose this solution from the range of problem-solving.
Second solution: Team working for reducing the communication gap is the second solution to the problem. This will be one of the best options for the care home that will reduce all the communication gap and make for the efficient working environment. There is currently a huge communication gap and to reduce this, team working is one of the most important things that will help to reduce the conflict. According to Gareth (2008), Team working provides bonding among all and increase better communication with all. However, there are different people from different cultures and some are trying not to cooperate with other. This impact or changes may negatively force on this situation. 
Third solution: Recruiting experienced employees is the third solution to the problem. There are only a few employees who are experienced, new employees do not have the proper skill of working in a care home and they are making the service trouble. This solution is a long-term process and there needs to create a new recruiting plan from the very beginning to resolve this situation. Creating budget and termination of current employees will make a negative impact. There are some employees who have been recruited with the agreement of long-term working so this will be a huge loss for a care home to recruit new members all of sudden.
Fourth solution: Build up respect for patients and senior citizens at the care home will build up a good relationship with all. This will be only possible by providing better training facilitates and increasing personal development. Senior and experienced employees need to cooperate with them more by providing better motivation that will build up a better working environment. Personal issues among new employees are the burden to build up a better relationship with all. 
Fifth solution: Establish better communication facilitates but building a strategical decision is one of the best ideas. Currently, there is no strategically planning to resolve any problem or improve the situation. Managers must need to come forward for building a better relationship among all. If managers want to create a good strategically decision, they will be able to do so as they run the care home and they have a responsibility to build up a better workplace (Howells, 2005). Negative forces for the changes are a manager are not helpful or wants to make changes that are important for the care home to come forward and increase the ability to work properly. This will be the second-best option for improving new employee development 
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This stage is the plan development and implementation stage where plans will be analyzed properly to develop and implement accordingly. Later on, it will be given to the manager for review and make necessary action to reduce the communication gap. 

Letter to the manager of Octavia Care Home
Dear Manager,
Hope you are doing great. The problem I am facing has been shared with you earlier and I have made some plan to resolve the issues and make a better workplace. Below is the description of the plan for resolving the whole problem:
Major objective: The Major objective of the plan is to increase team development activities properly and make a strategical decision that will help to track all the things accordingly. 
Collecting information: Different types of information been already gathered and will be collected properly to find out the impact. However, there have been analyzed the negative impact of the problem and measured the output. Providing team working activities and building a better strategically decision will be the best solution to remove the current communication gap.
Critical consideration: There is some critical consideration that must need to be taken highly to resolve the issue. Some employees are from different locations and they are trying to make some negative influence in the care home. It must need to give the highest priority to engage them working properly to develop a better workplace. Some managers don’t care about the strategically decision making and they just need to come forward to resolve the current problem.
Expected outcome: Expected outcome from the solution is really high. When employees are work in a team and there is proper strategical planning from the managers by different personal development plans, it will automatically increase the care home performance and establish a better workplace to work more.
Action plan: There have been made some action plan to resolve the current issues by considering targeted dates, here are these:
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	Develop team working by evaluating the working performance and make the team as per the working level.
	
1st January 2019
	Team development will help to know everyone properly that will also reduce the gap of cultural variation.

	Strategical development plan as per the current situation of the care home to make a better workplace and follow the personal development plan properly.
	
10th Febuary 2019
	Strategical development will help to follow regular activities and it will make better personal development for all too.

	Engaging training and motivation by the management team as per the strategical planning to reduce the communication gap among all
	
15th febuary 2019
	Training and development will help to show respect to seniors and make better communication at the workplace.

	Progress meeting and communication gap reduction
	
1st January 2019
	Progress meeting will help to interact between all and better communication.



Monitoring and review analysis: Successful action plan is must need to be reviewed and monitored on a timely basis. According to Otter (2014), Monitoring helps to find out different issues and take action that helps to reduce all the factors. Monitoring is done by arranging a regular meeting with all employees that helps to find out different issues that are coming by the action plan. If anyone is facing any trouble it must need to be monitored on the review planning. Decisions should be made based on the review analysis and proper communication with everyone at the care home. All the final results will be reported to the top managers and they will make necessary changes or termination of an employee if needed.
 
All the above plans must need to be implemented properly to resolve current issues that are occurring at the Octavia  care home. This is the best cost-effective solution that I have made based on evaluating different factors.

Kind regards
Sarah  kokunda
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Employees are a major part of any organization and communication gap with employees are creating a difficult situation to work properly (Mullins, 2010). I am facing the huge trouble of working at Octavia  Care Home and made the action plan by evaluating different factors and I hope it will reduce the current conflicts and made the workplace better. There are some alternative solutions as well that have been identified on this report and they will help to reduce the communication gap too as they all are evaluated based on appropriate methods.
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