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[bookmark: _Toc79614011]Introduction

[bookmark: _Toc69408860]An overview of problems in healthcare. Patience dissatisfaction.
At times we have been dissatisfied with the service received when attending a medical appointment, and most of the time it does not have to do with the quality of the medical service, but for purely technical reasons.
In this work, I am talking about the causes and effects of patient dissatisfaction. 
After a medical appointment, many unsatisfied patients refer to this fact as one of the reasons for their dissatisfaction. Many people realize that delays in a doctor's office can occur for a variety of reasons, such as an urgent situation or consultations that take longer than expected due to the difficulty of the treatment, but there is a point at which patients might feel uncomfortable and desperate. According to some experts, desperation sets in just 25 minutes of waiting. As a result, a patient's evaluation of the health professional's service would be unfavorable from this point forward; hence, the ideal would be to see a patient in less than 20 minutes. (5 razones por las que tus pacientes están insatisfechos contigo, 2021)



[bookmark: _Toc79614012]Meet organization’s targets and deadlines

Companies are known for having creative business ideas, inventive tactics, and a superb team of experts working for them. Large businesses set themselves apart from the competition by being able to fulfill their objectives effectively and efficiently.
Tips to achieve goals:
· Motivation is essential for achieving any goal, and when an objective is not motivating, it is set aside, there is a lack of commitment, and the chances of success are low. Establish goals that represent a challenge and are prioritized.
· Establish intermediate goals and deadlines: Setting unachievable objectives is one of the most common mistakes made by professionals. A useful strategy for achieving objectives is to break them down to get more control.
· Organizing a brainstorm with everyone involved is an excellent technique for ensuring that the goals are met. (Pérez, 2021)


The British Social Attitudes (BSA) study, conducted by NatCen Social Research since 1983, has surveyed members of the public in England, Scotland, and Wales about their opinions on health and care services. Between July and October 2019, a nationally representative sample of 3,224 individuals was questioned on their experience with the NHS in general, and 1,075 people were asked about their satisfaction with NHS and social care services. The Nuffield Trust and The King's Fund jointly funded the 2019 BSA survey questions reported here.
· Following a two-year decline, public satisfaction with the NHS increased considerably in 2019. Overall satisfaction was 60%, up to seven percentage points from the previous year.
· Older people were happier with the NHS than younger ones: 68% of those aged 65 and above were pleased, compared to 58% of those aged 18–64.
· The quality of NHS care (68%) was cited as the most important factor in people's satisfaction with the NHS, followed by the fact that it is free at the point of use (60%) and that it offers a wide range of services (50%). (49 percent).
· People were most dissatisfied with the NHS overall because of staff shortages (62%, up 10 percentage points from 2018), followed by long waits for GP and hospital appointments (57%), and a perception that the government does not spend enough money on the NHS (57%). (49 percent). (2021)


[bookmark: _Toc69408862][bookmark: _Toc79614013]Work within tight budgets 

The Department for Health and Social Care budget provides funding for health services in England. In 2020/21, the Department of Health and Social Care in England is expected to spend £212.1 billion, up from £150.4 billion in 2019/20.
The majority of the Department's core budget (excluding Covid-19 expenditure) is revenue financing for day-to-day expenses like wages and medications. The remaining funds will be used for capital expenditures on buildings and equipment. Most of this funding is allocated to NHS England and NHS Improvement for healthcare spending. The remaining is distributed to various national agencies for use in other health-related tasks such as public health, NHS staff training and development, and quality-of-care regulation.
The Department of Health and Social Care budget continued to increase throughout the austerity period that followed the 2008 economic crisis, but at a slower rate than in prior years. (2021)
In the last four years, most service spending has decreased significantly. Local governments must offer several mandatory services, and the balance of the public health grant funds can be spent for health care workers in a variety of ways. Spending on public mental health services and physical activity promotion has grown, while funding for other initiatives that have a significant beneficial influence on public health – such as health protection and workplace health – has been reduced. (2021)

[bookmark: _Toc69408863][bookmark: _Toc79614014]Gain the endorsement and praise of employees.

In the United Kingdom, the healthcare sector is experiencing a problem as it battles to retain its workforce. It was estimated earlier this year that 33,000 nurses (equal to one in ten) departed the NHS in 2017. This number is particularly alarming because just 30,000 nurses were hired during the same period. This is the first time the NHS has had to declare that leavers exceed joiners, despite employee turnover rates gradually rising each year.
It's easy to see why healthcare professionals would be considering leaving their employment. Many people work in high-stress environments, and their roles are frequently tight, requiring long hours and personal sacrifice (over 58 percent of NHS employees claimed they work additional unpaid hours in their position). When you add in the reality that employees are undoubtedly under the weight of continual public scrutiny and attempting to do their tasks with fewer resources, it's no surprise that job satisfaction might soon decline. However, it is critical that the sector act now to increase employee retention so that it can continue to operate efficiently and provide a pleasant working environment.
While certain factors affecting employee, turnover are outside of an employer's control, one component may be influenced: how managers recognize, reward, and engage their workers in the workplace. According to the NHS Staff Survey 2017, only 42% of employees believe their company values them. Given how much is expected of these employees and the sometimes terrible conditions they must work in, it is the very least that employers can do to increase job satisfaction by taking the time and effort to make them feel valued.
Employees begin to feel that their job has meaning and that they are valuable members of the organization when their boss expresses gratitude for their patience and hard work by publicly praising their achievements and success. When dealing with difficult or unpleasant conditions, a kind word or gesture of appreciation may make a significant difference in an employee's attitude. They will be more enthusiastic about work and inspired to continue working well, rather than feeling overworked and mistreated.
Employers will experience lower staff turnover and absence rates if they practice recognition and reward in the workplace, as workers build a stronger bond with them and recognize the benefits of working for them.
Employee retention tactic: 
· Recognize activities regularly.
· Allow everyone the opportunity to recognize others. (The importance of reward and recognition in healthcare and how to practice it effectively - Employee Benefits, 2021)
· Creating an engaged, productive, and loyal team requires effective, relevant training, and skills development opportunities. 
· Receiving information that empowers people to perform their jobs more successfully, or to expand on their skill set.
· Improve workplace well-being. (How to Retain Your People - 5 Employee Retention Strategies | EduMe, 2021)

[bookmark: _Toc79614015]Work within the norms and culture of the organization etc.

Culture is typically defined as "how we do things around here," and it is impacted by a variety of variables, including the organization's basic principles, newcomer experience, and leadership behavior. Leadership and culture are closely tied, and leaders play a critical role in successfully implementing cultural concepts to achieve organizational objectives.
[bookmark: _Hlk79431112]Collaborative, inclusive, and compassionate leadership is essential to deliver the highest quality care for patients and tackle deep-seated cultural issues in the NHS, including unacceptable levels of work-related stress, bullying, and discrimination. (2021)
The experience, compassion, and dedication of the staff are the most important factors in the quality of care provided to patients. Strong staff involvement is related to greater patient experience, higher inspection levels, and lower infection and death rates, according to a comparison of engagement scores in the NHS staff survey with a wide variety of outcome data.
The NHS worker poll reveals a workforce experiencing significant cultural problems. NHS employees continue to report higher levels of work stress, bullying, harassment, and discrimination. Staff are also under a lot of stress because of significant workforce shortages, as services struggle to attract, train, and retain enough people.
Leadership is important in establishing an organization's culture, but NHS executives face enormous obstacles, including huge financial and operational demands, as well as excessive regulatory obligations. Furthermore, some claim to be the victims of terrible leadership behaviors, typically from national entities, that are opposed to the caring and inclusive leadership they aspire to practice. High vacancy rates and short tenures among top executives reflect this, endangering the organization's culture and performance.
In the preceding 12 months, 40% of NHS employees claimed they had become ill because of work-related stress, 13% said they had been bullied or harassed by management, and 19% said they had been bullied or harassed by co-workers. The culture in which employees operate shapes and is directly impacted by these events. Leaders at all levels have a critical role in enhancing the culture of the organizations in which they work.
The NHS's long-term strategy commits to cultivating and integrating cultures of compassion, inclusiveness, cooperation, and increased diversity throughout the organization. The Interim NHS People Plan has subsequently developed and expanded on this, with more measures to follow in the complete NHS People Plan, which is due later in 2019. These activities must be precise, time-bound, and transparent in terms of how they will be reviewed and followed up on to be credible and have an impact. (2021)

[bookmark: _Toc69408865][bookmark: _Toc79614016]Definition and discussion of one problem in healthcare including its scope.

It isn't as complicated as it may seem to avoid patient dissatisfaction. Researchers discovered that there are just a few things that genuinely bother and irritate patients in their study, "Improving Wait Times and Patient Satisfaction in Primary Care." Wait times and phone interactions accounted for over half of all positive and negative patient experiences in the survey.
Top Reasons for Patient Dissatisfaction:
· Wait time in the waiting room
· Wait time in the exam room
· Promptness in answering calls 
· Waiting for a test to be done 
· Waiting for test results
Waiting was included in four of the top five experiences that contributed to patient dissatisfaction. Patients value their time and hate wasting it while awaiting doctors, results, or exams.
Another event that is likely to cause patient discontent is one involving communication. Patients were dissatisfied with how doctors handled their calls and returned them. Failure to communicate effectively was also a factor in the sixth most likely to cause frustration experience.
Not knowing where to go within a facility or organization was the sixth event that was more likely to cause patient discontent. Patients were irritated when they arrived at a difficult-to-navigate hospital or clinic.
Patients become frustrated when they are kept waiting and when they are not adequately addressed. (Top 6 Reasons for Patient Dissatisfaction and How to Avoid Them - Spectrio, 2021)
Patient satisfaction affects the consistency of self-care, health outcomes, level of service utilization, choice of health professionals, and decisions to sue in the face of adverse outcomes. Understanding patients' specific dissatisfactions may help health professionals and administrators identify and rectify organizational deficiencies before they become costly. (W, 1988)



[bookmark: _Toc69408866][bookmark: _Toc79614017]Discuss the impact of the problem on all the stakeholders (Service users, Professionals, and Regulators, etc.)

Patient satisfaction has an impact on self-care regularity, health outcomes, service usage, health professional preference, and the decision to sue in the event of a negative outcome. Understanding the specific dissatisfactions of patients may benefit health professionals and administrators in identifying and correcting organizational issues before they become costly.
To resolve issues that affect patient care, all health professionals must be involved. Some issues might be avoided if administrators and professionals used complaint data to suggest new rules and procedures or to identify and train healthcare team members who create large numbers of complaints. Resources dedicated to finding, analyzing, and resolving patient complaints are likely to be cost-effective if everyone is involved in both prevention and problem solutions. (W, 1988)
Patient dissatisfaction can contribute to a lack of clinical practice and poor health outcomes. As a guideline, health professionals should participate in more community involvement events to learn about patients' expectations and opinions regarding hospital services. (The Study on Patient Dissatisfaction with Medical Services to define an Indicator of the Healthcare Management in the Ton and Issyk-Kul Regional Hospitals of Kyrgyzstan, 2021)

[bookmark: _Toc69408867][bookmark: _Toc79614018]Analyze the decision-making process including the relevant legislation and theories.

Patient participation denotes a patient's involvement in decision-making or expressing ideas about various treatment options, including sharing information, feelings, and symptoms, as well as following healthcare instructions: the main objective of giving the value of patient involvement in healthcare decision-making is to empower patients while also improving services and health outcomes.
Factors influencing patient participation include those related to health care professionals, such as the doctor-patient relationship, recognition of informing patients and assign full attention for participation, as well as factors related to patients, such as information, physical and cognitive ability, and emotional connections, beliefs, values, and their experiences concerning the topic. (2021)
Some of the ways companies got patients engaged and collaborated with them are as follows:
· Having at least one patient on the agenda of conferences, presenting, facilitating, or participating on a panel, and, where required, requesting patient feedback on speaker and topic suggestions.
· Coordinating the Leading effectively with patients and communities’ program, which brings together physicians, managers, patients, and service users to discuss how diverse roles and views may be a positive source of motivation.
· Invite patients to contribute to the publications and blogs and give opinions to help shape the creation of a company website.
· Offering free bursary spaces so that a diverse group of patients and caregivers may participate in conferences and activities. (2021)

[bookmark: _Toc69408868][bookmark: _Toc79614019]Propose a range of alternative solutions to the problem.

· If patients knew how long they would have to wait, 80 percent of them would be less frustrated. Although patients dislike waiting, it is beneficial to set expectations early and clearly. Give a reasonable but honest estimate.
· To avoid a long wait, 40% of patients may opt to visit another practitioner in the clinic or reschedule an appointment. While some patients will protest, providing patients with alternatives is one way of understanding that waiting is inconvenient.
· When you apologize for keeping a patient waiting, you show that you value their time and patience. A simple apology, according to 70% of patients, would relieve frustration. It's a simple technique to increase patient satisfaction and make them feel valued. (Dean, 2021)
· Both complaints and concerns must be addressed as soon as they are received. A skilled group of medics and administrative personnel should be ready to conduct a systematic procedure that includes routinely reviewing, reacting to, and documenting complaints from patients' parents or caregivers. An increasing number of clinics have formed family advisory committees to go through and comment on important observations. (Scibilia, 2021)

[bookmark: _Toc69408869][bookmark: _Toc79614020]Use a decision-making technique to evaluate a range of solutions to identify the most appropriate option.

This approach of cause analysis is one of the seven fundamental quality tools. The fishbone diagram depicts several possible reasons for a certain impact or problem. It's a good way to plan out a brainstorming session. It categorizes concepts automatically into relevant categories. (What is a Fishbone Diagram? Ishikawa Cause & Effect Diagram | ASQ, 2021).
Cause and Effect Analysis was invented in the 1960s by Professor Kaoru Ishikawa, a quality management pioneer. He wrote "Introduction to Quality Control" in 1990, which went into great depth on the approach.
Despite its origins as a quality-control tool, the method may be applied in several situations.

• Find out what's causing the issue.
• Locate any workflow bottlenecks.
· • Figure out why a method isn't working and what's causing it to fail. (Cause and Effect Analysis: Identifying the Likely Causes of Problems, 2021)
(See appendix 1- fishbone method, Patient dissatisfaction)



[bookmark: _Toc69408870][bookmark: _Toc79614021]Discuss how a solution can be implemented and communicated to stakeholders.

Because numerous stakeholders and operational processes are involved and interconnected, addressing waiting times is difficult. Specific adjustments must be introduced after carefully breaking down processes and identifying issue areas. A new appointment scheduling model, a patient reminder system, more effective communication sheets, and staff reassignments are among the changes. (Ho,2021)
[bookmark: _Toc79614022]Before the patient's planned appointment, get their information.
When scheduling an appointment, staff members can collect insurance information and patient history. When a patient arrives, referrals and patient records will be available and waiting in the office. Also, would be convenient to require patients to fill out and/or send in all supporting documentation before their appointment. It takes time to collect all this information and documents. Allowing patients to complete any papers on their own time and having all their documentation available before their appointment helps to avoid check-in delays.
[bookmark: _Toc79614023]Delegate paperwork to those who are well-versed in the subject.
Whether you're still getting used to a new EHR system or don't have the typing speed of a professional, you should spend your time talking with patients rather than completing time-consuming documentation. Consider establishing a team care approach where a clinical assistant collects patient history, manages medication and test orders, and even takes notes during the doctor-patient session. While implementing this new process may need some modifications and training, it will help you avoid becoming tied down in administrative duties and guarantee that you spend most of your time delivering high-quality service.
[bookmark: _Toc79614024]Create and stick to a policy for no-shows and late arrivals.
Now is the moment to decide on a policy for dealing with patients who don't show up or come late for their appointments. Set a deadline for latecomers. If a patient is more than 30 minutes late, inform them that the appointment will have to be rescheduled. To encourage repeat offenders to arrive on time, charge them a cancellation or late fee. Make sure to inform all your patients about your policies in as many ways as possible (brochures, emails, verbal notice in the office and over the phone) and consider providing a free pass and a warning during the grace period. Make it clear that you're doing this because you appreciate their time.
[bookmark: _Toc79614025]Create a welcoming greeting area.
Even employing all these strategies may not be sufficient to reduce wait times. At the absolute least, ensure that your waiting area is a comfortable environment for your clients. Even if the wait time isn't ideal, giving magazines and comfortable seats, complimentary coffee, and tea, and free Wi-Fi or TV entertainment may go a long way toward improving patient happiness.
For the time being, eliminating wait times is an impossibility, but reducing them down is not. Remember that extended wait times aren't only a symptom of dissatisfied patients; they're also a warning that you need to improve your practice's efficiency or risk losing customers. (Lafolla, 2021)

[bookmark: _Toc69408871][bookmark: _Toc79614026]Assess appropriate monitoring and review techniques to ensure successful implementation of the solution.

Patient dissatisfaction is typically high when people can't receive the information they need promptly through a phone call, according to the study. When patients' calls are not responded to immediately, they are dissatisfied.
To reduce this source of anxiety among patients, it should strive to reply to them as fast as possible. There are also additional methods to simplify communication so that patients may get the information they require more quickly.
Make a patient portal available. While it hasn't been shown that patient portals reduce the number of incoming calls to healthcare practice, they can still be beneficial for providing and storing information. Create a patient portal where they may make appointments, access their data, and see test results. (Top 6 Reasons for Patient Dissatisfaction and How to Avoid Them - Spectrio, 2021)
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[bookmark: _Toc79614029]Provider interaction
Resistance to change
Education and training
Practice certification and license
Privacy and security rule
Medical liability
Rules /policies
Workflow
Hospital information system
Organizational culture
Communication
Location/travel time
Patient awareness
Clinical staff
Patient dissatisfaction

