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[bookmark: _Toc78307511]Introduction
In the United Kingdom, public health has been influenced by a variety of factors that influence trends and census numbers. To begin, sickness and death rates have a significant impact on population learning and success. Previously, the wider UK region lacked census data, which is essential for analysing public health concerns. The United Kingdom began conducting censuses as early as the early nineteenth century. This has considerably aided in the understanding of a variety of difficulties related to this. Migration, particularly inside the EU union, has been highlighted as a significant public health concern (Joyia et al., 2017). This report will analyse the challenges faced by the health care sector in social and health care settings. The analysis of  how different stakeholders are affected due to the challenge and a range of solutions will be proposed to tackle this challenge. The implementation and communication of the solution to the stakeholders and its monitoring will also be assessed.
[bookmark: _Toc78307512]Healthcare problems overview
Many changes are occurring in the healthcare business, posing new difficulties to both large and small healthcare companies. Fast-changing government laws, technology advancements, and customer expectations build a different context in which maintaining a clinical practice is no longer only about providing care (Duncan et al., 2018). Some of the challenges that the healthcare industry is facing in the 2021 are as follows:
Cybersecurity: Although malware, privacy violations, and other technology problems are not new to the medical industry, the 2020 Covid-19 epidemic demonstrated exactly how susceptible sensitive patient medical data is. The increasing expansion of digital community health, such as telehealth doctor consultations, is a contributing factor to the significant increase of compromised patient information.
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Figure 1: Data breach cases in healthcare sector in UK
(Source: Jaiswal and Anand, 2021)
Many healthcare organizations are investing in adequate measures to properly protect critical patient records. Basic steps such as incorporating multi-factor verification and powerful firewalls serve to minimise hackers' progress.
Telehealth: With the Covid-19 epidemic promoting less in-person human engagement, public use of telehealth increased from 12% in 2019 to 45% in 2020. While the long-term consequences of covid-19 remain unknown, it appears that telehealth usage will keep going up. In fact, 75 percent of customers believe they are very likely or somewhat likely to use videoconferencing in the immediate future (Maphumilo and Bhengu, 2019). However, the telemedicine industry still confronts significant challenges, such as a potential healthcare technology bubble and an unpredictable business future.
Patient experience: In recent years, there have been major changes in the health coverage environment. As more people bear a greater share of their healthcare costs, they easily imagine good infrastructure from their doctors. Healthcare businesses will confront more competitiveness in recruiting and maintaining consumers who expect the same quality of service as other international brands (Braithwaite et al., 2019). For healthcare companies that provide a range of services in several areas, it is particularly critical that every staff has access to full patient details in a single centralized place.
Price Transparency: Aside from trouble making payments owing to a lack of alternatives, misunderstanding due to a lack of pricing transparency is another major challenge for customers failing to fulfill their financial obligations. As a result, healthcare systems are now choosing to make their service rates more approachable. This eliminates patient misunderstanding and unexpected billing difficulties. Many customers are increasingly investigating service prices for multiple healthcare services before deciding with which clinic to schedule a consultation (Hossain et al., 2019). Any platform which does not make its price available to the general public may be removed from contention entirely.
[bookmark: _Toc78307513]Definition and discussion of one problem in the workplace including its scope
The term "patient experience" refers to the variety of contacts that patients have had with the Medicare system, involving treatment from Medicare beneficiaries as well as clinicians, caregivers, and personnel in institutions, hospital administrators, and other hospitals and clinics. Patient experience, as an integral ingredient of patient safety, encompasses numerous characteristics of healthcare provision that individuals value highly while seeking and receiving care, such as punctual consultations, simple dissemination of information, and excellent communication with medical practitioners (Baker et al., 2017). Recognizing the patient's satisfaction is a critical step toward patient-centred treatment. By examining several elements of the patient's satisfaction, one may determine the extent to which individuals are having emotional support and advice and are sensitive to their preferences, wants, and perspectives. Measuring patient experience in addition to other factors such as efficacy and safety of care is critical for presenting a complete context of healthcare delivery. A pleasant patient experience is a worthwhile objective in and of itself. Furthermore, considerable research suggests a favourable relationship between many components of patient experience, such as communicating effectively between clinicians and patients, and several critical health care decisions and policies. Patients' response to doctor's treatment, improved clinical results, enhanced patient safety measures, and decreased usage of needless health care services are examples of these procedures and consequences.
The challenge of patient experience has a wider scope in the workplace of the healthcare setting. The moment a patient enters the healthcare facility he expects the services to be at a higher standard. The main reason for this expectancy is the higher cost of health care services and higher competition among the health care institutions. The patient experience not only stops there but also goes beyond the infrastructure of the facility. The customer expects the healthcare professionals to communicate effectively with them so that they understand all the procedures that are going to happen in their treatment. The challenge arises for the employees of the healthcare facility who must be dynamic with the situation and with every patient. The employees face the challenge of patient experience as they must deal with different patients all the time. It is the employees who must maintain the uniformity in the services offered by the healthcare facility so that the patient experience remains the same. The service standard of the healthcare professional needs to be at the market standard because the market in the healthcare industry is competitive and the rival companies will always be improving their service quality (Lim et al., 2017). This challenge can be overcome by regularly training and developing the employees for developing the service quality and standard.
[bookmark: _Toc78307514]Impact of the problem of patient experience on the different stakeholders
There is growing agreement among stakeholder groups on the relevance of patient experience (PE) in the healthcare setting and throughout a product's life cycle ("medicines life cycle"). A growing number of attempts are being made in this direction. Patient experience has gained a lot of attention in the healthcare setting, notably with the establishment of guidelines or directions. The regulatory bodies are the final stakeholders in the health care setting who get affected from the patient experience. The bad experience of patients in the health care setting will result in the changing or making new legislation for the medical institutions (Ho et al., 2019). This will help in the development of the experience of the patients at any medical facility. Patients, clinicians, doctors, insurance companies, drug makers, and the administration are the primary stakeholders in the healthcare setting. Insurance firms can sell medical insurance directly to individuals or indirectly through corporate or governmental middlemen. Pharmaceutical companies create and commercialize drugs that doctors use to care for patients. Typically, they are compensated by insurance or federal drug-benefit schemes. Many businesses provide access to healthcare to their employees, with different co-payments. Patients are the beneficiaries of medical treatment; doctors are the providers. All the stakeholders of the healthcare setting are directly impacted by the patient experience. The progress of different stakeholders depends upon the experience that a patient is having in the healthcare facility (Siddique et al., 2019). The patient once entering any healthcare facility will have an impact on all the stakeholders. If the patient's experience is bad the patient will not return back to the same medical institution. This will hamper the business of the facility and the doctors. Along with this the insurance companies will not be getting much premiums from that medical facility and the pharmaceutical company will have a lower revenue from that healthcare institution. Hence the patience experience is very important for many other organisations and individuals. A bad patient experience will affect the whole ecosystem of the healthcare setting by hampering the businesses and individual’s performance. However the good patient experience will result in the development of the standard of the service offered by the healthcare facilities in order to exceed the service requirements from the patients.
[bookmark: _Toc78307515]Analysis of the decision-making process including the relevant legislation
The decision making process is a seven step process in which the decision of implementation of any solution is made. Following are the steps of decision making process:
Define the problem: The problem that the healthcare setting is currently facing is the patient experience. The patients visiting the healthcare facility need the best service so that they can have a great experience. Many health care institutions are struggling to keep the patient experience at high. This is the problem which needs to be solved in order to keep the patient satisfied (Straiton and Myhre, 2017).

Identification of the limiting factor: The main factors which are limiting in offering best experience for the patients are the updated infrastructure in the healthcare facility. Apart from this the education of the employees of the healthcare is also a factor which limits the patient experience.
Development of potential alternatives: The potential alternative to face this challenge is to keep the patient informed about their condition prior to the visit to the health care facility. This will help the patient in not becoming unknown and they will be ready to face the healthcare environment thus may have a better experience. Another way is to develop the employees in interpersonal skills so that they can interact with the patients in a professional and cordial manner (Yang et al., 2020).
Analysis of alternative: Among the two alternatives provided the informing the patient before their visit will help the patient to feel comfortable once they enter the facility. However this may not be the case with a new patient arriving at the facility. The second alternative of developing interpersonal skills among the employees will suit the patient in all the conditions be it new patient or old patient. (Gokalp et al., 2018). However the development of skills will take time. Its only drawback is it is an expensive proposition.
Selection of alternatives: Among the two alternatives proposed, the alternative of training and developing the employees to develop soft skills and interpersonal skills looks more feasible. Although it is an expensive and time taking process, the results which it offers will be better than the other alternative.
Implementation of decision: The selection of the alternative will follow with the implementation process of the alternative. In order to implement the alternative the management of the healthcare facility have to arrange for a trainer who will train the employees in the required skills. The training and development programs will continue for a couple of months and after that the results can be seen.
Establishment of control and evaluation: The control and evaluation will be done based on the results of the training program. After the training is finished the employees can be tested with their performance by the trainers for a period of a couple of months and if needed another training can be arranged (Attaran, 2020).
[bookmark: _Toc78307516]Alternative solution for the problem
There are many solutions which can help face the challenges incurring in the patient experience. Some of them are mentioned below:
Making a nice experience with healthcare providers begins with the online presence, which includes the healthcare homepage and local directory listings. The website is the online identity, and it reflects the entire brand of the practice. Making sure that the website pages provide clear, comprehensive information to assist people comprehend what to anticipate from the clinic. It's also a good idea to add comments from existing patients, since this builds confidence.
Patients are engaged, and scheduling notifications and alerts help them remain in touch with the clinic. Personalized alerts not only treat patients that the clinic respects their commitment, but they also help the clinics in avoiding costly no-shows. Following up with patients before and after their visit to the clinic will help in developing the trust and developing the good experience of the patients (Ghosh et al., 2021).
It is critical to provide a positive experience during a patient's visit in order to keep them returning. The front office staff's kind, inviting demeanour helps establish the atmosphere from the time customers come through the door. Small moments like striking up a conversation, smiling, and being nice throughout the check-in procedure are frequently all that is required to get the appointment off to a good start. The good interpersonal skill with the patients will help in developing a good rapport and experience in the patient.
Make the waiting area a pleasant location for patients to wait before their consultation. Avoid using rough furniture and using bright lighting. Instead, provide comfy seats in the waiting area, utilize warm lighting to create a friendlier ambiance, and play spa-like music to soothe guests. Providing a relaxing space for the patients to decompress will seem more like a respite from their stressful day and less like an annoyance. The waiting period will make a deep impact on the patient experience as at this time the patient will have a look around the clinic and will experience the behaviour of the staff.
[bookmark: _Toc78307517]Decision making technique to evaluate the solutions and identification of appropriate option
Benefit-cost analysis is a sort of decision making approach in which the expenses of a project or operation are evaluated to the advantages of the intervention, and both "costs and benefits" are expressed in the same currency. Benefit-cost analysis enables the researcher to examine all "costs and benefits" across time, including those that extend far beyond duration of the operation. As is typically the case with preventative treatments, the expenses arise in the coming days and the rewards arrive in the far future (Muhammad et al., 2018). The alternatives offered to tackle the challenges will be evaluated using the cost benefit analysis.
In order to improve the online presence the healthcare facility has to increase its online presence. This will result in the development or updating of the websites which may cost the company GBP 200 monthly. The healthcare centre will have to keep the website operational so that the patients can get any information at any time (Nieszporska, 2018). The benefit of this will be long term patient loyalty and they will develop trust in the healthcare facility.
The intimation message to patients regarding their upcoming appointment will happen by using a software. The company will have to purchase that software and this will result in the returns which cannot be measured by the cost benefit analysis. Since the return from this alternative cannot be quantified the benefits may not be calculated.
To provide training to employees a trainer would be hired who will train the front office executives for soft skills and interpersonal skills. The cost benefit analysis of this alternative will be done on the basis of the cost of hiring a trainer and the increase in the number of patients and positive feedback from them.
The waiting area can be cleaned by slightly increasing the number of visits by the janitor. The cost benefit analysis will yield the customer happiness from the reviews done on the patients.
Among the alternatives shown above the most appropriate alternative is the training of staff for the soft skills and interpersonal skills. This act will help in the overall development of the healthcare facility as the employees' interaction with patients will increase. The employees will communicate more with the patients which will help the patients in opening up with the employees of the healthcare facility. This will make them more comfortable and they will have a great experience in the healthcare facility.
[bookmark: _Toc78307518]How a solution can be implemented and communicated to the stakeholders
The selected solution can be implemented in any healthcare institution by hiring a trainer who will train the employees of the institution by developing soft skills and interpersonal skills. The trainer hired would be expert in training the healthcare staff as he would be knowing the requirements of staff. This will help in the successful implementation of the solution proposed. Once this solution is proposed the stake holders will be communicated in a number of ways so that everyone who is associated with the healthcare facility will get informed about the development. This can be done in the following ways:
Email and newsletter: Email is amongst the most often used methods for communicating with stakeholders. It offers several advantages, including quick transmission of content, evidence of sending, making it easier to communicate appropriately with each stakeholder, and monitoring interaction and view results
Online presentation: This can be done in person or online (keeping in mind the current covid-19 pandemic). If the facility is presenting online, they can utilize video visual aids. There are several video presentation systems available, many of which are inexpensive to use. Video presentations are excellent tools for engaging and managing the stakeholders.
Solution implementation report: The benefit of this is that if the company has done its study on stakeholder analysis and has completed its stakeholder communications strategy and/or framework, it can personalize these presentations to each stakeholder. As a result, each presentation will be far more valuable and distinctive, and the stakeholders will appreciate it. This does, though, mean that the manager of the healthcare centre will have to perform extra work. These reports are often distributed at predetermined intervals (weekly, monthly). With facts and statistics to back it up, it should emphasize the best performing elements of the solution and convince stakeholders that the organisation has the issue under control (Kalejahi et al., 2019).
The above mentioned steps can be used by the healthcare institution to communicate the success of the alternative implementation. This will help in understanding the way new solutions will work. It will also help in the word of mouth communication which will help in the development of patient visit and patient experience. The stakeholder communication will also help in the development of the brand name of the institution as it will helps the stakeholders in knowing the institution is working for the benefit of its patients.
[bookmark: _Toc78307519]Monitoring and review techniques
The monitoring and review techniques to be implemented for this solution implemented can be done using the KPI method. Following are the indicators based on which the monitoring and review will be conducted:
Average hospital stay: The average duration of hospital stay is a simple KPI that evaluates the hours spent by a customer accepted into the institution on average. This healthcare statistic is quite broad and can vary depending on the sort of stay measured: a heart transplant procedure will raise the number, but wisdom teeth extraction will lower it. So separate KPIs for different procedures will help in finding the actual KPIs.
Bed Occupancy rates: Without the bed occupancy rate, the list of important performance metrics in healthcare would be incomplete. It's an essential part of analytics since it rapidly reveals how many rooms were filled during a given time period, represented as a proportion. For example after the implementation of the solution if the number of bed occupancy increases then it can be termed as a successful solution.
Use of medical equipment: More medical equipment is accessible as a result of technological developments and more medical interventions for patients. This might result in higher maintenance expenses, poor buying selections, or worse patient safety. As a result, important performance metrics for hospitals, such as the hospital equipment usage rate, are essential to creating improved asset management systems. After the implementation of the solution if the usage in the medical equipment rises then it will show that more number of patients have visited the clinic which will show the success of the solution implemented.
Increase in the number of registration: The increase in the number of registration will reflect that the patients are accepting the new changes implemented. The polite nature and soft skills demonstrated by the employees of the clinic will help in increasing the number of patients to the clinic. Hence it can be said that the increase in the number of registration will reflect the success or failure of the solution implemented.
[bookmark: _Toc78307520]Conclusion
It can be concluded that the healthcare setting is currently facing many challenges like cybercrime, patient experience, etc. The patient experience is amongst the most important challenges which needs to be addressed. This problem has indeed affected the different stakeholders of the healthcare setting as this challenge has let the business of the associate firm to go down and the brand name of a clinic to fall. The solution was found using a decision making process which has resulted in the range of solutions which may help in mitigating the risks posed due to this challenge. After analysing all the solutions one solution was finalised and its implementation was discussed. The implemented solution monitoring was done using the KPI method which was also discussed.
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