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[bookmark: _Toc49729964]1.0 Introduction 
This is a report on problem solving and decision-making skills in the workplace. I am currently working as an Administrator at Royal London Hospital. The Hospital provides general services for Tower Hamlets and other specialists and tertiary care services for patients from across London and elsewhere. I believe that Royal London Hospital (Barts Health NHS Trust) is losing its patients trust due to its delivery of service over the last couple of years due to significant managerial and leadership problems. This report will explore the workplace problems, impact and how these problems could be solved applying problem solving tools and techniques. The remediation of the identified problems will be evaluated, monitored during implementation and a recommendation will be drawn after complete problem examination. 

[bookmark: _Toc49729965]2.0 Problems in The Workplace
The feeling within Royal London Hospital (RLH) staff is that it is not delivering substantial performance in good quality care for its patients. I have been working within this Trust as an administrator and from my perspective I have observed some fundamental problems. I think these problems have caused patients and staff to lose trust in the care and service the hospital provides. The issues I have identified are described below-

2.1 Poor leadership and managerial guidance and support: It is clear from my perceptive that the managerial functions within specific departments at the hospital is poor, there seems to be a lot of ambiguity, lack of accountability, unorganised and minimal monitoring of staff performance. The structure is a Matrix type of management structure where employees report to both line manager and department/general managers. Sometimes managers of different departments do not seem to work collaboratively, this is where confusion arises. It is important that all teams liaise with one another to provide seamless care. The key problem is communication, I feel managers are not sharing vital information, with their teams and other leaders. I have seen evidence that doctors and other medical departments can’t provide timely report as they depend on information being shared quickly and promptly which does not seem to happen. Further examples of poor leadership are holding employees to account, there seems to be no formal disciplinary or performance management for underperforming employees. This is identified in the Survey of London Former Royal London Hospital, (2020). 

2.2 Lack of available staff and poor inefficiency: High demand but low supply can destroy the flow of service in health care organisation. Often patients must wait a long time to be seen or for reports/results, as there are limited doctors available to review the patients. Excessive pressure on employee is creating an environment which staff feel under resourced and over stretched, leading to poor motivation to delivery effective care. This needs to be improved in order to provide good timely service and good quality of diagnosis report (Siddiqui, 2014). There are limited admin workers and so the workload is put on one or two people, with no extra help or pay.

2.3 Employee classification, bullying and conflict: RLH has announced, the Trust will practice fair treatment for all employees. The Trust claims the equality act 2010 is being adhered to, however I feel there are still issues around pay, ranking and other opportunity for specific diverse staffing groups. I feel salary within the Trust is still not equal and employees that I have spoken to have mentioned that pay can still sometimes be reflecting on skin color.  Employees have mentioned poor behavior from managers and have spoken about leaders disrespecting staff due to their roles. I felt that due to ethnicity, bullying at work and even verbal harassment from team members has occurred at many occasions. There is a perception that British employees can sometimes get greater advantages than non-British. Bullying at work is the common incident (Batnitzky and McDowell, 2011). Due to this there has a psychological conflict amongst team members and even different departments depending on job roles. 

2.4 Limited equipment: There have been times when the Hospital have struggled to provide enough medical equipment’s, surgical equipment’s and Personal Protective Equipment (PPE) to their staff. There have been requests that old machinery needs to be updated but these request often are denied or there is not enough funding. Particularly the Oncology, neurology, nephrology department have often identified that they need the latest technology to give better treatment to patients. Comparing demand, these machines are insufficient (Awards 2012: Equipment - Early years and staff equipment: under-threes, 2012). 

[bookmark: _Toc49729966]3.0 Problem Solving Tools and Techniques
I have identified several issues within RLH. I think it is fundamental that these are resolved in order to provide the level of care patients deserve. I will apply SWOT, PESTEL and Force Field analysis tools and techniques.

3.1 SWOT analyses is a tool that helps organisations to assess their strengths, weaknesses, opportunities and threats. It is a vital procedure to help identify its internal and external environment.
Strengths:
· The Royal London Hospital has a large teaching medical section with wealth experience
· Famous for new and innovative services and specialty doctors and surgeons
· NHS has a specific brand reputation in Town Hamlets and all over the country 
· Easy access for patients
Weakness:
· Bad reputation for quality of service in the local area
· Cultural classification amongst employees
· Lack of staff and equipment’s
· Poor leadership and managerial problems
Opportunities:
· New innovative technology
· Less local competition
· Excellent care service and improved emergency service
· Equal and diverse workforce
Threats:
· Loss of staff because of employee conflicts and managerial problems
· Loss of key staff due to Covid 19
· Adverse changes in reimbursement or regulations
· Competitor’s innovation product or service (Challenges for the UK NHS, 2012)
3.2 PESTEL Analyses is a tool to analysis the key factors influencing any organisation both internally and externally.
· Political factors: National Health Service (NHS) is a national institution for serving the citizens funded by the government. Decision made by government can influence healthcare services as they rely on government funding’s and investments and restrictions can affect services. Recent Brexit referendum has affected the trust because EU citizens are unable to visit frequently to get health service in UK, also immigration rules have affected staff. Medication and equipment originating from the EU countries can be restricted by EU commission. 
· Economic factors: Factors like economic downturn, inflation rate, supply of money, GDPR can all influence the trust. Although healthcare service is free for the majority in UK, however the government must have enough funds to purchase equipment’s, taxation, inflation and all other costs. There is increasing pressure to reduce employees’ salaries. The trust must pay high because of inflation rate and so their profit is decreasing but income/charges are not increasing (Mathers, Taylor and Parry, 2014). 
· Social factors: Employee classifications, discrimination, harassment and bullying at work contributes to create employee discrimination. Within the Trust there is diverse ethnicity with large population of Asian and Black employees. However, from research it seems that British employees get better opportunities and the ethnic population of employees feel they are getting treated unfairly and forms of bullying at workplace seem to take place, like cultural disrespect, excessive pressures on ethnic groups. But the biggest problem now is Covid 19, which is socially affecting the trust, regarding too many patients and not enough staff.
· Technological factors: Technology is very important in a healthcare service and the Hospital relies and supports new innovations. Technology is always being updated and lack of training for staff can affect the service that is provided to the patients. It is very important that these changes are made for new medical equipment’s and Artificial Intelligence. 
· Environmental factors: Hospital needs to consider all factors that might contribute to the environment such as medical waste, which is a high contributor to the climate change. The trust has reduced its paper waste by introducing industrial shredders in different departments for all workers to dispose of paper waste.
· Legal factors: Hospital must take into consideration all legal regulations and requirements and medical laws and ensure patients always come first. Poor reputation and litigation cases from patients can occur if patients feel they have not received proper treatment, or a negligence has occurred.

3.3 Force Field Analyses is a framework which looks at factors that are influencing situations. Driving forces is the positive force for changes and restrain forces are obstacles to changes. When new equipment’s are introduced, staff or changing managers, there can be some driving and restraining forces (Brest and Hamilton Krieger, 2010). The Hospital has lack of staffing, equipment, poor managerial and leadership issues. Force field analyses given by Kurt Lewis states "To bring about any change, the balance between the forces which maintain the social self-regulation at a given level has to be upset". This is a force field analysis to introduce changes in the hospital.

	Driving force
	Restrain force 

	Hospital is innovative, and this culture will lead to big changes.
	Employees fear of new equipment’s, technology because they lack knowledge and training to operate them.  

	Change of management and authority to create efficiency within the trust. 
	Employees resist changing managers as they are comfort, the fear of unknown discourage employees to change.

	Allocation of budget to change staff recruitment. 
	Employees may not accept new staffs, cultural discrimination (Craig, 2020). 



[bookmark: _Toc49729967]4.0 Solutions to the Problems
I have discussed significant issues and the main key areas mentioned where poor leadership and managerial inefficiency, employee discrimination/bullying, lack of staffing and limited equipment’s. The solutions are given below-

4.1 Solving Managerial problems and weak leadership: Managers need leadership training to equip themselves with skills necessary to ensure good leadership of their teams. The leadership style must become democratic. Communication needs to improve across the Trust both within departments, staff and management with open communication channels which will help give clear flow of information between the individuals and levels. I believe there is a lack of Integrated care service and the hospital requires a well-organized team where a department leader will coordinate between each other.
4.2 Solving staff scarcity: Appointing new staff in different departments, whether it’s a doctor, pharmacist, nurses or an administrative worker and giving training to make them more versatile. This will improve patient services and reduce queues and waiting times.

4.3 Employee discrimination, bullying and harassment: Discrimination can be overcome by identifying the source of the problem between the individuals involved. Having team meetings and activities to involve all team members which can increase mutual understanding. The Hospital needs to appoint a monitoring team to supervise managers and employees who discriminate and bully employees (Pellegrino, Crandall, O'Bryan and Seo, 2015). 

4.4 New equipment purchasing: Government or trustees need to invest in new equipment’s to help the hospital run smoothly and PPE equipment’s are required to keep all staff safe. But before launching new equipment’s all staff need to be trained properly.

[bookmark: _Toc49729968]5.0 Evaluating solutions using PMI 
PMI is a brainstorming and decision-making tool
	Plus 
	Minus
	Interesting

	Change in management needed to improve service. (+3) 
	Difficult to find good management (-3)
	Recently, changing the managerial post has improved operational functions. (+1)

	Recruitment of new key employees (+4)
	There is discrimination among employees because of culture, status and race. (-2)
	Implement equality and diversity and reassuring staff (-1)

	Funding’s available to purchase the latest medical equipment’s. (+6)
	Employees are reluctant and many of them are not familiar with new technology. (-1)
	Job training will be available to employees. Some staff welcome the change. (+3)


Total = +13			   Total = -6			        Total = +3
The scores show that +13 for changes to occur, -6 not for changes and +3 for interesting. Which suggest that there is still resistance to changes and this needs to be worked on.

[bookmark: _Toc49729969]6.0 Implementing the solutions 
The process of implementation is the actions that are required to be taken. Goals need to be established, schedules made up with dates, times and budgets.  All data and information must be collected. A designated team essential needs be allocated to implement the changes and monitor the general plan. Finally, the plan needs to be implemented effectively but if necessary, adjustments should be made during every phase.

[bookmark: _Toc49729970]7.0 Monitoring and controlling
When the change occurs, there will be a need to monitor and control the new changes.
1. Keeping everyone working to priorities the new changes
2. Monitoring and assessing project budgets/staff/equipment’s and managers
3. Continuous monitoring needs to be done, whether it’s every 3 or 6 months
4. Performance report and punishable action for poor performer (Cortelyou-Ward and Yniguez, 2011). 
[bookmark: _Toc49729971]8.0 Recommendations 
I have observed some problems that requires changes using the PESTEL, Force Field and SWOT analysis I have weighed up options for RLH. Here are some recommendations. 
· Monitoring discrimination and bullying amongst employees, a robust process in place to deal with incidents. Teambuilding exercises can control behavior and create a better working environment. 
· New staff must go through proper recruitment process to ensure they can deliver the best quality service. Training should be provided to all staff appointed.
· Unorganised Managers need to get re-trained in their fields, communicate with all staff and clearly establish job roles, duties and goals for departments.

[bookmark: _Toc49729972]9.0 Conclusion 
Decision making means choosing the best alternatives amongst all options. In this report, I have explored only a few problems. There is a necessary need for these solutions to be implemented so that there is a smooth running of the organisation. Implementing small changes at a time and monitoring them will help to establish the changes. The solutions that have been drawn from the findings show that co-operation and collaboration will improve the working environment. If the organisation can implement the recommendations easily, they can overcome the current problems. 
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