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[bookmark: _Toc102506248]Introduction 

This report into how organisational beliefs, attitudes and value systems affect workplace behaviour is based on Healthwatch Hackney (www.healthwatchhackney.co.uk).
It will also look at the benefits of critical thinking within the context of the company and make recommendations with valid justifications for specific organisational changes for the post-COVID mindset in terms of beliefs, attitudes, and value systems that may help the organisation to tackle the challenges Healthwatch Hackney faces now and create more resiliency for them in the future.  
Critical thinking is a focus on arguments, identifying the key features of these arguments and then evaluating them (Cotterell, 2017). For example, the restrictions that were put in place during the COVID pandemic have now been removed. Some people might argue that businesses can return to operating in the way that they did prior to the pandemic. Others, however, might argue that the pandemic has had an impact on the way businesses operate which means that businesses must adapt to new environments. I will evaluate this argument during this report.
[bookmark: _Toc102506249]Overview of Healthwatch Hackney

Healthwatch Hackney is a Community Interest Company. This is a special type of limited company that is set up to benefit the community rather than shareholders. Healthwatch Hackney defines itself as the local health and care watchdog for Hackney residents. They aim to improve the health and care services Hackney residents receive from the NHS and Hackney council. They do this by listening to what residents have to say about the services they receive and then using this data to influence the commissioners and providers of services. The organisation employs seven members of staff.
Hackney Council has a statutory obligation to fund a Healthwatch service in their area (Anon., 2020), however, they can put the service out to tender. In some local authority areas, the Healthwatch is, for example, delivered by another organisation, for example, Age UK. The amount of funding provided by each local authority varies significantly. Healthwatch Hackney receives £150,000 annually. They also receive funding from Northeast London Clinical Commission Group (NEL CCG) for special projects. In 2020 – 2021 this was £209,244.
Covid and the lockdowns that started in March 2020 had an enormous impact on the work of Healthwatch Hackney and its users. It was no longer possible to have public meetings and to go out and meet and engage with resident's face to face. This meant that the organisation had to use critical thinking to find alternative ways of engaging with residents and hearing their voices.
[bookmark: _Toc102506250]Healthwatch Hackney’s beliefs, attitudes and values and the impact on workplace behaviour during the pandemic

Healthwatch Hackney (HWH) has strong values of transparency, and accountability to the local community. Making a real difference in the services used by residents and involving residents in decision making is important. Tackling racism and inequality is also important to the organisation as is making sure that the voices of all Hackney residents are captured. This includes groups that are often referred to as seldom heard. This includes LGBTQ residents, minority communities and those with disabilities. These strong values of serving the local community are very motivating for staff.  They can see the difference that their work makes to the lives of residents. An example of this is a report HWH did on GP registration. Residents were being asked to provide ID documents and proof of address when registering with GP practices, despite NEL CCG asking GP’S not to do this.  Following an investigation and report, there was a huge improvement. Fewer practices were asking people for this type of documentation. It particularly had an impact on migrants and refugees. This report is also an example of HWH adapting to pandemic restrictions and undertaking research without face-to-face engagement. The investigation was carried out by making telephone calls to GP practices. 
With the start of the pandemic all staff, in line with government guidance, started to work from home. All meetings, both external and internal took place virtually rather than face-to-face. Regular twice weekly team meetings were set up to keep people connected with each other. One of these meetings over time evolved into a mental health wellbeing focused meeting. It was very important to HWH that staff wellbeing was considered, and staff were also encouraged to make use of the employee assistance programme. 
HWH has in April 2022 just started to return to some face-to-face engagement. Staff are coming into the office about once a week, and new post that are advertised as offering hybrid working. Covid has therefore led to a real change in the way we work and the offering of a more flexible working environment.
[bookmark: _Toc102506251]Application of different management theories to Healthwatch Hackney case study

Taylor's approach to the workplace is a hierarchal one (Haber, 2020). With the emphasis on efficiency productivity, and monetary gain. Where an individual is measured on their skills and productivity output. This can work well in many manufacturing situations. In return, the employee will move up a hierarchal scale. The pay may reflect the status of an employee. However, the model was developed for maximum profit for the company and financial rewards for the employee. A company like Healthwatch and its employees cannot work using this method. Engagement with resident cannot be done on a piece work basis where speed is of the essence. Engagement needs to be sensitive and cannot be rushed.  This engagement needs be collated and made into a report, over a period of time in some cases.  These reports need to be of high quality and cannot be judged and paid for the in the same way as the manufacture of widgets. 
[bookmark: _Toc102506252] Herzberg two factor theory

Herzberg believed that money was not the only motivation. He believes there are other factors to motivate employees. Motivators: influence employees to work harder these incudes how interesting the work is, the responsibility, advancement or growth, achievement also recognition of their work. Hygiene: A feature of a job that if not provided would make employees unhappy. This factor is about offering relationships, good working conditions, salary, status and security. At Healthwatch Hackney the staff are motivated by the difference that they are able to make to the lives of residents in Hackney. They also have a high degree of responsibility and autonomy. And while the organisation is hierarchical the management structure is quite flat. Staff have good relationships with their peers and have at times talked about Healthwatch being like a family to them.  Staff do understand that as a not-for-profit organisation. It is not easy for the organisation to increase salaries, but they do value the social value of their job and the high degree of flexibility that they have.
[bookmark: _Toc102506253]Max Weber Theory

Healthwatch is a bureaucratic organisation because there is task specialisation, in that everybody has specific tasks to undertake which are a linked to their job descriptions and projects within the organisation. In Healthwatch everyone knows what they must do, and what those tasks are. Some tasks may overtime be updated due to changes in technology, social and environmental issues. For example, online meetings, etc. They have been recruited to do those tasks based on the skills, knowledge, and experience that they have. There is a strict equal opportunities recruitment process which scores people on the basis of their skills and experience. This should mean that Healthwatch employs the best possible people for the roles. It is a hierarchical organisation in that each person has a line manager, however, there are a small number of employees. Employees are selected based on their technical skills and competence and the level of their salary is dependent on their role. Healthwatch has employed an independent HR organisation to benchmark salaries based on the roles, making the process both fair and bureaucratic. A criticism of bureaucratic management styles is that the rules and requirements create distance in personal relationships I think that because Healthwatch is quite small that is not something that affects Healthwatch. It is also career-orientated d because people are selected based on their expertise; they can build a career. It also increases diversity and inclusion because employees are selected solely based on their skills and experience. It  it gives people who might be disadvantaged because of unconscious bias for example if not direct discrimination a fair chance of being selected. The best people are chosen regardless of things like ethnicity, disability and other qualities such as gender.
In the pursuit of improving the health, lives, and wellbeing of its residents, HWH continues to mediating between health providers (Hackney Council, NEL CCG) and residents.
[bookmark: _Toc102506254]Contingency Theory

Contingency theory suggests that “organisational effectiveness results from fitting characteristics of the organisation…..to contingencies that reflect the situation of the organisation” (Donaldson, 2011). Research undertaken by Rodney McAdam et al found that variables such as strategy, culture, lifecycle and customer focus interacted with quality management processes to shape the way the organisation responded to its environment (McAdam, et al., 2016). 
I have undertaken a PESTLE analysis of Heathwatch Hackney in order to identify the variables that the organisation needs to respond to in order to remain effective.
[bookmark: _Toc102506255]PESTLE analysis

Political
Every local authority in London must fund a Healthwatch as defined in the Health and Social Care Act.
Hackney Council is Labour control which and has historically always believed in funding the not-for-profit sector more generously than Conservative controlled boroughs.
Economic
It is difficult for Healthwatch Hackney to increase its income. Its main funder to Hackney Council experienced a reduction in income from the central government and in January 2022 stated that following 11 years of cuts, its core grant had shrunk by half since 2010 (Council, 2022). Increasing funding from Hackney Council is therefore unlikely.
Social
Some people have got used to online meetings and other online ways of working. HWH is concerned that there are many people who are “digitally excluded”, because they lack devices, access to data/Wi-Fi or the skills needed. 
Some return to face-to-face working is now happening with the end of Covid restrictions. 
Offering a range of options for residents to connect with HWH offers the best opportunity of engaging the maximum number of people.
Technological
When the lockdown happened staff all followed the government's advice to work from home. Post-Covid there is now hybrid working, with a mix of home and office working.  This is possible because of Office365, office Teams and Zoom technologies. 
Legal
The local authority is obliged to fund a Healthwatch service, although they can change the provider.
Environmental
Covid created extra demands on local authorities e.g. funding food parcels, testing centres, meaning these are less resources for organisations like HWH. 
They have looked to the not-for-profit voluntary sector to support some of activities such collecting food parcels, prescriptions etc.
[bookmark: _Toc102506256]SWOT analysis

	Strengths
	Weaknesses

	Good relationships with funders

Strong staff team 

Good volunteers including skilled US interns

Strong Chair of the organisation

	Dependence on funding from Clinical Commission Group and Hackney Council

Board members not very actively involved




	Opportunities
	Threats

	End of lockdown restrictions mean face to face engagement with residents is now possible

Posible to reach out to seldom heard communities increases leading to highly valued reports
	CEO left April 2020, salary offered may impact on ability to recruit a suitable replacement CEO

Inability to offer cost of living increase makes salaries non-completive in sector, staff might leave





[bookmark: _Toc102506257]Recommendations for organisational changes for the post-COVID mindset in terms of beliefs, attitudes, and value systems that may help the Healthwatch to tackle the challenges faced now and create more resiliency for the future.

The beliefs, attitudes and values of HWH are deeply held and are rooted in service to the community of Hackney. These values are highly motivating for the staff, and must continue to be supported.
In the post Covid mind set staff and residents are looking for greater flexibility in how they interact with the organisation. Some residents want to be able to join online meetings from home rather than have to come to a community venue to take part in an activity. Others will value the social opportunities offered by traditional in person meetings, or they my lack the technological skills, equipment, or access to Wi-Fi to participate online. Maintaining this dual approach is key to HWH’s ability to successfully engagement with as many residents as possible.
Staff also value flexibility, and the ability to work in a hybrid way, spending some time working from home and some time working from the office. For example, those with caring responsibilities are able to spend more time with their families as the do not have to spend time commuting. HWH’s ability to increase salaries is limited, however, money is not necessarily a key motivator. Maslow’s hierarchy of needs suggests that once essential needs are met, individuals are then motivated more by other factors such as self-realisation. Different workers are motivated by different factors (Baslevent. & Kirmanoglu, 2013), but for HWH’s predominantly female workforce this flexiblity is highly valued and should be mainlined by the organisation in the post Covid period.
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[bookmark: _Toc102506259]Introduction 
 
This report outlines some of my thought process, the emotions that I felt during this term. At times this included despondency, frustration, anxiety but also a positive sense of achievement. 
I used Gibbs model of reflective learning as a structure. I started by reviewing my notes from each lecture (which later became my journal). I tried to write each section of the report soon as each lecture so that the feelings I had were still fresh in my mind. I then tried to evaluate each lecture in terms of what had made a big impact on me, whether there were elements I did not understand, and whether there were models and theory discussed that had made a bid impression on me.  

[bookmark: _Toc102506260]Week one reflection 
 
I felt apprehensive before the lecture as I felt that this course is at a higher level than my previous studies and that it would therefore be very difficult. Because there was an introduction to the learning outcomes some of my apprehension soon left me. The examples given helped me to get a wider understanding of the models and systems we were being introduced to. We spoke about bureaucratic management and the class were asked what they thought this was. My first thought and contribution were that it is a hierarchical systematic way of applying rules. This contribution and understanding gave me the confidence that I was on the right track. 
The YouTube video on critical thinking was a good overview of a complex subject. It outlined seven reasons why it is important, in a clear and straightforward way that helped my understanding of the essence of Critical thinking. I find videos useful because I can look at several different videos on the same subject as they provide background context for when I do my reading. It also helps me to learn the language of the different topics. The unfreeze, change, refreeze change management model was one that I found particularly interesting.  

[bookmark: _Toc102506261]Week two reflection 
 
During this lecture we spoke of attitudes, beliefs, emotions and amongst other things values. This included personal experiences in the workplace and some political and family anecdotes from class members. This was very useful in getting to know or having an idea how some other class members live and think. However, this vocal contribution was made by only a few in the class. I do feel empathy toward the lecturers because it must be difficult talking to a class that doesn’t talk back. Then again, some students have more confidence to express themselves more than others. This could also alienate some students that I also feel empathy toward.  
To get more of an insight to the words attitude, belief and emotion. I referred to the dictionary for the meaning. While doing this I had to question my own thinking on how beliefs come about. My question and verbal contribution were, does belief come from tradition or custom? Ideas that people have grown up with. For example. When I was younger. I grew up. With Chris Christian Ideals. And. Beliefs. As I grew older. I had knowledge of other religions and belief systems. I started to think that beliefs are thrust upon you by other people, rather than just accepting them as “gospel”.  

[bookmark: _Toc102506262]Week three reflection 
 
Critical thinking (CT), as I am learning, contributes to questioning my own and/or common belief systems. Being open-minded and valuing the opinion of others it opens doors for creative thinking also. When asked, in class, “what is critical thinking”? I had never heard the expression before. It sounded to me like being critical of what your first thoughts and idea may have been on a particular subject. This was soon validated in class by discussions and my lecturer’s (Akinseye) input. With this I began to have even more finer understanding and knowledge on this topic. The input of others and their culture, personal experiences, diverse opinions and outlook of the world we can begin to be creative with our own thinking whilst dealing with a problem or avoiding foreseeable ones. 
An advantage of critical thinking is that you can, through brainstorming, gathering information either in house sources or online research. By implementing critical thinking, problems can be ironed out by brainstorming and equally assist with productivity in the workplace without bias or prejudices.  
There are many disadvantages to critical thinking also these could include religion, culture, race, politics, as well as a person's inability to articulate a point or feeling dominated by others. Through critical thinking, transparent brainstorming, these area’s should become less of a problem. However, I do know that this is something easier said than done. Though I will never give up hope in tackling these social and workplace intricacies.
 
[bookmark: _Toc102506263]Week four reflection 
 
This week prompted me to think about whether I am a creative thinker. I believe I am, as I can apply my artistic qualities to my thinking. For example, I like to paint images of people or of landscapes. I can adapt these images and make them abstract. I can also piggyback on other ideas and create new ideas from them. For example, I ran a T/shirt silkscreen printing company. When faced with the need for a UV lightbox which cost several 100 pounds. I decided to design and build one for a fraction of the price.  
I also believe I am a critical thinker. This is because I will always consider new evidence and question my original idea. I'm analytical in my thinking and like to break things down.   
The Frederick Taylor scientific method was, I felt, like treating people like machines. This isn't possible as machines don't have emotions, whereas humans do. If this scientific method was introduced to today's society. I'm sure we would have revolts and strikes on a more regular basis than we do today. Lessons can be drawn from this method, that humans have needs that must be nurtured within the workplace in order to get the best performance and productivity from them. 

[bookmark: _Toc102506264]Week five reflection 
 
Bureaucracy is a set of rules in which to govern policy, procedure, and people. These rules. Have an impact on the way we live our lives. It also affects how we perform in a workplace. It a hierarchy that can have a negative effect on people especially when it comes to government policy. Some people may agree. I put it with a policy. Implemented by the government While others may disagree. This necessary evil? Is a framework. With which? To live in a civilised manner. This will include. For the purposes. Of. Safety. I have food safety practices and road signs. etc. In the workplace, bureaucracy prevails in ways that. My product or services are carried out. This, to some people, may not have the flexibility they may prefer. 
An example of this is; While the war on Ukraine is still ongoing, there are many countries that have made the process simple for refugees to enter and move around and have not required them to get visa in advance of travel to some extent. The UK government in contrast have put in place measures that include biometric assessments and the production of ID documents such as Birth and marriage certificates. Which, whilst fleeing a war-torn country, these can be difficult to present. This is where bureaucracy fails the neediest.This could be considered a deliberate move to prevent refugees entering the UK. 
The Windrush generation were invited to come and work in England [colloquially known as the Motherland] as Commonwealth immigrants with full citizenship and free health care prided by the NHS. In 2012, the then Home Secretary Theresa May introduced what is known as the hostile environment policy. She said the aim was to create a hostile environment for illegal immigrants. To achieve this, the government made doctors, landlords, teachers, police officers. Into immigration officers. People were asked to show their papers in order to, for example. rent property, get medical treatment or get a job.  This affected in particular people who had come from the Caribbean, between 1948 and 1973. M’any were children who arrived on their parent’s passports. They were often in their 60s or 70s when and they lacked the documentation to prove their right to remain in the UK. This was made worse by the fact that the Home Office had destroyed records including landing cards, which would prove their right to be legally in the UK. The Home Office had been warned that this could cause problems but had not taken action. The government has argued that the scandal was an accident, but. The. Windrush lessons learned review made it clear that it was an inevitable result of these policies (Anon., n.d.). 
[bookmark: _Toc102506265]Week six reflection 
 
What stands out to me in this lecture was the fun we had talking about the coloured hats of Edwardo de Bono. There were contributions from students that would usually be very quiet which was helpful in my learning process. Edwardo de Bono’s model of the coloured hats and their various functions is a useful tool for allocating roles and matching them to skills, for example when undertaking a project. The lecturer asked us which hat most suited us as individual. We gave our responses and whilst some chose individual hats, the yellow for myself others prefered to use all of them, which is the right thing to do.  
What I like about this model is you can use it in a meeting or project scenarios. Where you would allocate peoples skills to match the task of the coloured hats. For example, if we had a product or service, we wish to research then this will be undertaken by someone with the necessary skills and new ideas to approaching data, the white hat. For example, the employee with problem solving skills and who can predict or avoid possible future problems will use the activities of the red hat, and so on. 

[bookmark: _Toc102506266]Week seven reflection 
 
What I got from this lesson; We went over some of what we learned in a previous lecture which was extremely useful. For example, along with the continuation of critical thinking theme included was system theory, 3 videos to back up the lesson and we had to answer a question put to us by our lecturer. “How does critical thinking impact you”? We were asked to write something in the team's chat. I related it from a personal perspective and wrote as follows. “Critical thinking or lack thereof, impacts my everyday life be it work, pleasure or family. For example, if I want to see my family at some point in a day it takes planning and thinking ahead. My work takes me to many destinations around the south of England. I then must consider initially the cost and time it takes me to return from where I have been whilst, allowing for train delays and traffic during my journey. All these factors cost time and money”. I am not fast at typing so I could not write as much as I would have preferred before we move to another topic. However, I hope to overcome and improve my knowledge by reviewing my notes and revisiting the videos. I believe that during the lecture my mind was distracted at times by me making notes to do with my assignments. I do find at times that there is so much to take in at the lectures. This includes not just one topic sometimes it we have two or three topics to either discuss or take note on. It can be quite overwhelming. 
[bookmark: _Toc102506267]Week eight reflection 
 
Technology is moving at a very fast rate in all industries.  It is advised that we keep up with technology and its ever-changing faces both on a personal level as well as in business. This can be achieved by continuing to upscaling knowledge and training. For example, I try to keep up with new social media platforms, such as TikTok [that I have not used only until recently], which offers a new way to keep in touch with people. Previously I had thought that these new social media platforms were just for young people. But I now realise that they are mainstream tool for communication, being used by big business. 
 In the lecture I came across I came across a new phrase - industry 4.0. I looked it up and found that it refers to the 4th. Industrial revolution. Meaning cyber physical systems or smart systems that connect and talk to each other.  
In this new industry 4.0 time it is apparent that training and education must never stop. Exercising your thinking, thinking outside the box or from another perspective, are all essential skills to succeed in the workplace.  It struck me how it is important for a successfully business to invest in the knowledge of its employees and ensure that they are from diverse backgrounds. Technology alone is not enough.  
[bookmark: _Toc102506268]Week nine reflection 
 
We talked about our assignments and reflected on some of the we have work carried out on these assignments. 
We also spoke on how technology has influenced how students learn during the pandemic and have continued thereafter. It was found that out of the video conferencing providers Zoom, Blackboard, Teams and Google meets. Teams was the one preferred by students. 
We then watched about 3 YouTube video on Management theories and of some of the founders of such theories including, Max Weber, Frederick Taylor [Taylorism], Taylor, for example, on reflection, his model takes the scientific management approach could be determined as investigative i.e., regarding the training of an employee or let us say, the increase of productivity.  Although his model does work and increases productivity. It puts high demands on the employee. There work becomes robotic. 
[bookmark: _Toc102506269]Conclusion 
 
I found the process of reflecting on each lecture useful. It has helped me to identify areas which need more study, as well as to generally understand the different models and theories better. It has also helped me and remember them and think about how I might use them in a practical setting.  
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