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Assessment answer response reports
1. Introduction 
This discussion is to evaluate, design and recommend the policy approach to solve the problems of criminal attacks on the security operatives working for my company Lexus Security Management Ltd. For the purpose of this report my company and like many other similar security companies in the UK, specialises in suppling professionally trained and adequately licenced security officers; Dyson, J. and Walker, A. (7th Edition November 2013) to night clubs, wine bars, restaurants, public houses, offices and security supplies to government institutions such as National Health Service, Job centres, Hospitals, Government benefit offices, banks and service provider workplaces. 
PART 1.1 WORKPLACE PROBLEM SOLVING
Problem solving is researched by Armstrong, M. (2012) as, “the process of analysing and understanding a problem, diagnosing its cause and deciding on a solution that solves the problem and prevents it being repeated”. Problem solving is issue which are personal to individuals but do synergistically leads to general and bigger problems if not addressed at source.
For example, a security officer is sent out to go and work for a customer at the customer’s premises. Disagreement ensued between the customer or customer’s customer. As often happened customer felt aggrieved and instead of complaining, lost his temper and spat on the security officer. The security officer equally lost his temper and head-butted the customer breaking his nose. Police are called and the security officer was arrested and charged for assault – Grievous Bodily Harm - Dyson, J. and Walker, A. (7th Edition November 2013). Assault is a serious crime and if convicted may lead to lengthy custodian sentence and invariably loses his security licence to work. On the other hand, customer hits and gave security officer black eyes. Security officer with black eyes; sustained at work  may require 7 or more days off work and under the law – Reporting of Injuries, Diseases and Dangerous Occurrences Regulations(RIDDOR) 2013 (revoked and replaced RIDDOR 1995), injuries suffered requiring security officer to be off work for more than 7 days (was 3 days before) must be reported to RIDDOR. From this explanation, the stages of a problem can be identified by examining the work of an experienced writer for the British Security Industry and former Commissioner of British Police Andy Walker- Dyson, J and Walker, A. (2001):

1.2    DIAGRAMATIC ILLUSTRATION OF ESCALATION OF FRUSTRATION  AND DISAGREEMENT AT A WORKPLACE
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                          DISAGREEMENT OR FRUSTRATION 
Figure 1: Diagramatic illustration of escalation of disagreement/frustration
When there is disagreement or frustration between two people and is not checked on time will escalate to conflict. Conflict that is not checked on time will lead to aggression and aggression not checked on time will end up in violent. The concept of workplace problem solving is being proactive in anticipating; through positive thinking and identifying problems at source and putting measures in place to prevent it happening or if it has happened, to prevent it from happening again. The critical stages of a problem solving can be identified as an issue. Issue is regarded as disagreement and often personal. However, when personal issues are not addressed in time can lead to a problem which in turn can quickly degenerate and escalate into conflict. Again conflict not addressed in time can escalate into aggression and aggression not checked in time will ultimately lead to violent. 
PART 2.1 EFFECTS OF VIOLENT ON EMPLOYEE AND EMPLOYER
Problem involving violent often affect physical and psychological well-being of the victims. The British Government enacted Health and Safety Act 1974 and laid down the duties of employers and duties of employees; Sections 1 to 7. For example, employees must while on duty take reasonable care of themselves and that of other people around them. Employers; “so far is reasonably practicable owes duty of care to their employees and must provide a safe place of work, adequate and maintainable working environment and systems of work and premises that are safe and healthy, adequate and maintainable work machines, equipment, plants and storage that are safe.” The effects of violent and injuries on employee means impaired staff, absence from work, fear of experiencing violent in the future and having to change job. Employer suffer additional costs having to resource cover from agents, damaged reputation, lost time investigating violent and its cause, loss of contracts by perceived diminished responsivities and loss of contracts by perceived non compliances with Health and Safety Laws.

The primary controls of Workplace violent problems are: Employee must exercise good customer services and good standard of care for customers. Employee must follow employer’s safety and security policies and procedures maintaining clear and unambiguous guideline and rules. Employers must put in place procedures and working practices for dealing with violent and aggression at workplace. Both employer and employee must make good use of technology such as Closed Circuit Television, Body Scanners and other violent protection security equipment. Adequate communication equipment such as telephones and two ways radios linked to the police and Clear guidelines on the restriction of access to workplace to unsuitable and unwelcome people. There are secondary controls such as adequate training, knowledge and skills of conflict management to reduce or remove causes and signs of violent. Effective and positive interpersonal communication such as greeting customers and knowing the customers will help prevent or minimise the risks as people are less likely to be violent if they have positive relationship. 
Armstrong, M. (Twelfth edition 2012) said, “Problem solving may not be simple since the causes may differ from individuals to individuals and organisation to organisation. He suggested general approach: First define the situation by identifying the problem and causes of the problem. Specify objectives and formulate policies to deal with future problems. Have resources in place to solve the problem. Develop hypotheses; that is try to think from the past reports what has caused problems. Get the facts and find out what has actually happened and compare this with an assessment of what ought to have happened. Analyse the facts about the root causes of the problem. Identify possible courses of action and dissect them. Evaluate alternative courses of action. Weigh and decide alternative policy that are likely to yield the most efficient and effective result. Additional approach could be used applying SMART objectives. Specific – designed solution to a problem must be targeted; Measurable – there must be appraisal and auditing procedure; Achievable – policy to solve a problem must have a successful end; Realistic – must be acceptable to parties involved in a win-win situation and Time bound – must be addressed on time.
Critical problem requires critical policies to tackle it. Critical policies will require critical thinking to put it in place. Using brainstorming analysis, inferences will be made to researchers’ standard formats:  Morrison, M. (April 2016) SWOT analysis and PEST analysis. 
PART 2.2 SWOT ANALYSIS TO TACKLE WORPLACE PROBLEMS
STRENGHTS                                          WEAKNESSES
There must be skill and knowledge to     Will the problem solver require legal 

solve the problem at hand.                      backing.
Previous experience may help to solve  Current problem under consideration 
A problem.                                               may not have happened in the past.
Respectable and open minded leader    Respectable and open minded 
May be able to provide solution that       person may be influenced by
Are considered equitable to parties        emotional issues.
Involved. 

ACAS may be able to solve a                 ACAS’s decisions may not be 

Complicated Problem between parties.   legally acceptable to parties involved.
OPPORTUNITIES                                   THREATS

ACAS can provide a cost effective         ACAS do not have legal power like 
Solution to problems.                              courts of law.
There are local Citizens Legal Advice    Private independent legal services 
Centre that could help with advice.         May be unaffordable.
There are victims support group              Appointments are often necessary to
That could help in solving emotional      see a support officer and may cause
Problems of aggression or violent.         Further delays.
There are adequate legal systems         Court proceedings often long and time
In the UK that could reach an                consuming and may be expensive.       
Independent decision on a problem.
PART 2.2
USE OF SMART OBJECTIVES

The discussion on the identification of general factors that can influence my company in problem solving will be explained with reference to setting SMART objectives.  Buon, T. (2014 P. 119, 121). Specific – any problem solving policy must be clearly specified and written for all parties to understand. Measurable – A structured monitoring of progress of the policy must be put in place for auditing. Achievable – Problem solving policy must be attainable within a set time. Realistic – Problem solving policy and goals must be relevant and within the company settings. Time Specific – Goals for problem solving must be achievable within a time-frame. 
PART 2.2 

USE OF PEST ANALYSIS FOR WORKPLACE PROBLEM SOLVING
To help my company manage problems effectively in the company will involve writing an email or a letter to my line manager about impacts of PEST by Buon, T. (2014)on our organisation. The current British Government policy and the issue of Brexit have led to changes in such government decision making tools as Political, Economy, Social and Technological indicators otherwise known as PEST.

PEST AND THE ISSUE OF CRIMINAL ATTACKS(PROBLEM SOLVING)
POLITICAL: The current government policy for the unemployed youngsters are that if they cannot get a job within specified period of time, they might lose their benefits or there will be a significant reduction in their benefits. Although there are back to work programmes for unemployed youngsters but did not help some youngsters. This political decision has led to so many violent crimes being committed by the youths. For example, youths ride scooters on the pavements to snatch mobile phones from owners who are engaged on conversation with another person. They smashed shop front windows to grab items on display. When they walked into shops they looked at our security officers on duty and become aggressive and violent towards officers. When youngsters go to night clubs, wine bars, public houses, they carried knives and guns. They did not only carry knives and guns but used it to stab and shoot customers and security officers. Again according to the criminal laws, youths are punished with minimal sentences which are no deterrent to the crime they commit.

ECONOMY: The economy why statically the report says or is judged to be good; there are still some people that are disadvantaged in terms of low income due to zero contract job hours. This has led to people or customers rather taking their frustration on security officers while on duty.

SOCIAL: In the UK, it is legally and socially acceptable that youths cannot be physically touched or restrained by security officers. These policies have given the youths the confident to go out there to shops, wine bars club houses and be rude, aggressive and violent towards security officers.

TECHNOLOGY: Availability and use of security technology such as Closed Circuit Television(CCTV) used for direct observation and recording of criminal activities for evidential purposes and tagging and scanning machines for the protection of items, body scanners for searching of people before entering secured areas are helping security officers in the detection of potential crimes. The effectiveness of these technologies has limitation against hard criminals who are determined and would use such devices as crash helmets and hoods to protect their identity against security equipment. 
PART 3.1 

5 USE OF WHY? ANALYSIS FOR WORKPLACE PROBLEM SOLVING
Problems in our organisation and with the environment we thrive are down to our employees’ behaviours are equipped to cope with modern society like ours. First, this report will look into what has happened with our security operatives working in the company and from police reports of those working from other companies in the past by utilising “The 5 Whys”, introduced at Toyota Auto Mobile Plant years ago. Application of 5 Whys to a problem solving can hugely provide adequate solution to a problem. However, it means a problem occurred. The solver then begins to investigate step by step issues that created the problem by identifying the problem first.

Applying critical thinking, a staff had black eyes while at work. Applying 5 Whys and tracing the sources of problem from the resulting evidence we can establish the root cause of the problem and try to device solution to prevent the problem re-occurring in the future.

EXAMPLES OF 5 WHYS TO PROBLEM SOLVING

READING FROM THE END OF THE STATEMENT AND BACKWARD TO THE BEGINNING:    
Unnnn ← Why were the rules not written down ← Because he wanted customers to follow rules that were not written down ← Why did he has a row with customers ← Because he had a row with customer ← Why was he too close to customers ← Because he  was too close to customers ← Why was he attacked by customers? Because he was attacked by customers ← Why did he has black eye ← Staff has black eyes.

We now know that to conform with Health and Safety Act 1974, clear written rules of entry requirements to workplaces will guide customers on conditions of entry and prevent or minimise conflicts with employees(security officers) in the future. Provisions of well written rules for customers is not enough, we also need to conduct adequate, regular and up to date induction, training and constant re-training for both present and future security officers. To encourage officers to participate in training, we should introduce a combined VARK learning styles that help individual security officers learn in their own natural way. VARK is otherwise known as Visual – learning to do things by observation, Auditory – Learning to do things by listening; Reading – Learning to do things by reading and writing and Kinesthetic – that is learning to do things by hands-on.
Officers would be trained on main behaviours in relations to their job such as Assertive Behaviours meaning firm and polite, Passive Behaviours meaning not sure and no confident and Aggressive Behaviours and Active listening behaviours. The second and third must be avoided. Officers will be trained on Intimate Space means extremely too close to a customer and only meant for our family. Normal/Safe Space means relatively safe because we already know the customer. Stranger Space is a space meant for strangers when interacting with customers we don’t know; to avoid putting themselves in harm’s way in case customer snapped.

Operatives will be trained to adopt use of MinDTools as essential skills for an excellent security career to approach problems solving with unpredictable customers. For example, “Lost at sea Ranking chart”.
PART 4.1 

ADVANTAGES OF USE OF WORKPLACE TECHNOLOGY

The development of advanced and modern security equipment like Closed Circuit Television Cameras(CCTV), Body Scanners, Body Worn Video Cameras, Smart Smoke and Dye DNA spray have supported the Security Industry in the UK and have ultimately helped security operatives in carrying out their duties. We now have adequate security equipment for training, searching, communicating, detecting and Report writing. 

ADVANTAGES OF USE OF TECHNOLOGY AT WORKPLACE
The key advantages of using information technology in my company lies in: Training – Information Technology(IT) has made it possible for off the premises training with the use of Video Phones and Video Conferencing. Work Schedules(Duty Rotas) can be forwarded to staff by e-mails, i-phones or android and text messages. Meetings can be conducted with security officers at various site locations through video phones. Reports, complaints, comments and feedback can be sent by operatives from various sites to the head office by e-mails and intra-nets. Welfare of operatives can be monitored remotely with the aid of Body Worn Video Cameras. Information Technology has made instant and easy access to information about staffs and customers’ records and files rather than having to flip through pages and pages of document. IT helps faster and better information responses to businesses. It has helped in globalisation of security services around the world. Installation of Information Technology equipment can be costly and can be a drawback. Data stored on IT system is always susceptible to viruses and hacking attacks. A break down in the IT system could bring company operations to a complete standstill with loss of earnings and customers’ dissatisfaction for not been able to be served. There is need for constant updates in the IT softwares and re-training of specialist staffs that will require constant updates and costs.
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