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Executive summary
Technology is reshaping the world, and its intervention is also improving the global healthcare system. This study aimed to shed light on a specific issue faced by the NHS, a UK based healthcare service company within its workplace. In this regard, technology incorporation issues were identified and illustrated depending on various practical pieces of evidence. A brief detail was provided regarding this issue, and depending on this, some alternative solutions were proposed. By increasing technological knowledge of employees, doing performance financial planning, increasing acceptance of service users, this study has identified various alternative solutions. 
However, decision-making technique and a systematic plan for solution implementation have provided a better grip to identify issues. How the NHS can improve its stakeholder communication to implement a plan effectively was also discussed here. Performance measurement, feedback consideration, and balanced scorecard were considered as monitoring agents over plan. From the entire discussion, effectiveness of decision making, solution implementation and stakeholder communication were concluded as important factors for mitigating workplace issues. 
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Introduction 
Effective decision-making is a key for making any healthcare system a more productive one by increasing its ability to serve people at best possible level by improving operations. This study is aiming to elucidate technological issues as the most prominent one faced by the National Healthcare System (NHS) of the UK. A range of effective alternative solutions for these problems is to be proposed, evaluated and planned for improving decision-making processes efficiently.  
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Technology is providing a wider scope to world organisations to improve their productivity and operational process. However, inclusion of this within NHS premises is creating several issues for management, employee group and healthcare service users as well. Among various steps taken by decision-makers of the NHS, inclusion of eHealth policy was one of the most prominent ones that introduced a huge technological improvement in the system (Asthana et al. 2019). Inclusion of technological interpretation in the healthcare system requires a fundamental transformation in the national process and working mechanism of the workforce. Thus, it is important to make healthcare institutions sufficiently prone to include new learning for receiving actual growth from technology interpretation.  

Figure 1: Issue description
(Source: Created by researcher)
In this regard, opinions given by Budrionis and Bellika (2016) can be taken into consideration. As per this view, a learning healthcare system includes highest priority to the patient care system but also focuses on improvement in workgroups. A new technological system improvement in the NHS was providing four major scopes to improve the healthcare generation system. Effective treatment process with inclusion of precision and genomics medicine, remote care system, technology-supported self-management system and a data-driven approach that utilised artificial intelligence (AI) (Health.org.uk, 2020). 

Figure 2: Scope of technology in NHS
(Source: Created by researcher)
In the case of the NHS, a huge issue was there regarding technology acceptance. As per case study on NHS written by Asthana et al. (2019), there was a huge lack of acceptance technological inventions regarding eHealth systems in NHS among work-base. As the work-base was reluctant to gather proper knowledge about the system, they were not capable enough in most cases to help medical service users regarding new application usage. This situation was hampering the satisfaction level of those service users to a larger extent. 
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There were various factors in the NHS to decrease the potentiality of involved technologies to improve the scenario. Evaluation of new technological interference was a great threat to organisation and variance in local decision-making mechanisms was also impacting the process effectively (Ncbi.nlm.nih.gov, 2020). Various macro and micro-scale factors can be identified for such technical issues in NHS while evaluating a case study of it regarding adoption of eHealth applications. 
Effectiveness of the new system to satisfy the needs of healthcare service providers and users is present at micro-level (Asthana et al. 2019). Furthermore, an inefficient decision-making process and available scopes to make changes in organisational premises can also be considered as macro factors. However, financial issues, lack of trust from stakeholders, unavailability of sufficient regulative accreditations, and inappropriate supportive policies are to be considered under macro factors. 

Figure 3: Micro and meso factors behind technological issue
(Source: Created by researcher)
Lack of well-evidenced innovation practices in UK based healthcare services was creating major issues for the NHS while adapting such changes in it. However, a newly published accelerated access review (AAR) was also creating barriers for such adoptions. Here, inappropriate solutions provided by this factor, a more supply focus orientation of the NHS, was creating issues for new system implementation. However, the main authoritative body which will be considered as a responsible entity for ensuring generation of best impact from changes was not a fixed one (Nuffieldtrust.org.uk, 2020). Emphasis on adapting power was not enough so that firms can continue with the techno adoption process. Lack of employee awareness creation, training scope generation and sharing of transformational requirements was creating issues also. 

Figure 4: Major issues of technological adoption
(Source: Created by researcher)
Lack of evidenced-based learning was making it difficult for the NHS staff group to understand the applicability of new aspects. Presence of system-oriented barriers was also making the situation a more difficult one (Nuffieldtrust.org.uk, 2020). Therefore, from above discussion, depth and ability to create disruptions inappropriate service gentian process, decision-making and patient satisfaction attainment can be understood. 
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From the above discussion, some major factors that were creating issues for technological adoption for the NHS were identified. Depending on that identification, some specific alternative solutions can be provided to management authorities to the NHS that can mitigate those factors. Following table is listing up some appropriate alternative solutions for those identified issue generators: 
	Issue generator
	Alternative solution
	Explanation

	System barriers 
	Flexibility in system and effective transformation in policy creation and its implementation is a key to solve this issue. 
	Improvement in organisational learning can be considered as an effective approach for mitigating system barriers (Pudjiarti and Darmanto, 2020). Strategic policy evaluation is a key for making changes more acceptable within organisation periphery. This will also provide benefits to management of the NHS to overcome system barriers while introducing technological improvement in systematic processes. 

	Lack of acceptance among staff group 
	Appropriate training can be effective to mitigate this issue 
	An improvement in patient satisfaction level, team working aptitude among employees and increase in organisational productivity can be received through a better training arrangement (Ogbonnaya et al. 2020). 

	Problems among healthcare service users 
	Appropriate awareness creation to users and generation of better helpline numbers 
	Awareness can be considered as a prior approach to make service user groups understand the necessity of technological interpretation (Amlung et al. 2020). This will also aid patients' enthusiasm for the NHS to use their technologically improved system in a better way. 

	Financial constraint 
	A proper budgeting and financial allocation system s to be installed 
	Improvement in service quality is dependent on appropriate availability of financial resources (Biancone et al. 2017). By doing this efficiently, management of the NHS can ensure best improvement in technological acceptance program generation and required modification installation. 

	Lack of communication 
	An effective communication system is to be implemented that will connect management, decision-makers of the NHS, its staff group and service users. 
	An effective interpersonal and inter-professional communication is a key to increase acceptance of technological implementation in a healthcare organisation and to improve its service generation capability (Foronda et al. 2016). already present Integrated Urgent Care via NHS 111 is to be made a more efficient one to communicate with health care service users (England.nhs.uk, 2020)


Table 1: Proposed alternative solutions to NHS
(Source: Created by researcher)
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A suitable decision-making process is always a key to retain productivity and service generation quality of any global healthcare service provider. This is also true for the NHS and this purpose; three effective models can be suggested for NHS hospitals. The first one is profit maximisation; second one is competitive advantage attainment, whereas third one is maximisation of utilities that are health outcomes (Ncbi.nlm.nih.com, 2020). According to Guo (2020), depending on requirements in healthcare service provider's premises, an appropriate decision-making model is to be selected. There is a huge need in the NHS to mitigate barriers related to technological interpretation in its practices. Henceforth, decision-making processes must have interconnection with those factors that are creating these issues. 

Figure 5: Effective decision-making techniques for NHS
(Source: Created by researcher)
Being one of the largest healthcare services provided in the UK, the NHS is responsible for providing best quality services to UK residents. In this regard, utilisation of the utility maximisation process of decision-making will be beneficial. This can be aided with an influence diagram approach (IDA) to receive best benefit from an appropriate decision-making process. While describing this model, Garvey et al. (2020) considered its effectiveness to interrelate available decision options, its consequences and those factors on which decision process depends on. Henceforth, inclusion of this system will be the best approach for NHS to make decisions more effectively so that issues related to tec logical interpretation can be mitigated. 
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Effective planning is to be included for making the technological intervention process the best effective one for the NHS. In this regard, a systematic plan is to be installed. The first step of this will be to make all stakeholder groups aware of the transformation process. By considering the opinion of Butt et al. (2016), effective stakeholder communication can be considered as a prominent approach for making decision making a more convenient and effective one. Here second step of plan will be to include a better training process for service providers in NHS. This will make the employee group an effective one to improve service process to a higher dimension.  

Figure 6: Systematic planning for solution implementation
(Source: Created by researcher)
The third step will be to ensure best support to service users to increase positive outcomes of technological usage. For example, while using eHealth application launched by NHS, whenever users will face any difficulty, a 24*7 customer service will be there to help them out of the situation. Proper financial planning will be the next step by which an effective implementation of technological changes is to be managed and monitored. The last but most important step here will be to improve the communication system within the organisation. In the opinion of Abrashi (2018), effective communication is a key for any organisation to achieve the best outcome from its process. Through such a system, good sides of technological developments will be shared with employees that, in turn, will contribute towards productivity by increasing acceptance. 
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NHS is one of largest healthcare service providers in the UK and possesses a wider range of stakeholders. As per descriptions available in its official website, its stakeholders are various national organisations, cross-government stakeholders, local government, local NHS organisations, health care federations of UK, royal colleges along with its professional groups, organisations in third sector, policy organisations, research and academic organisation, public and patient group (Digital.nhs.uk, 2020). Therefore, for improving scenario of technological acceptance, a detailed communication plan is to be developed by including all of these entities mentioned above. Following table is presenting an effective stakeholder communication plan with their justifications: 
	Stakeholders 
	Communication plan
	Justification of effectiveness

	Government of UK and related entities 
	Website announcements with accessible reports 
	An effective communication plan will make these stakeholders more intensely active in decision-making scenarios. Considering the opinion of Nancy et al. (2016), a good decision-making system can be installed only when stakeholders are involved in it. For example, inclusion of video consultation as an improved way to use technology in the NHS can be done by involving users effectively in decision making. From survey data, a huge enthusiasm can be observed among those users to include such a new system [Refer to Appendix 1]. 

	Local government 
	Face to face communication and official mail conversation 
	

	Other healthcare boards, entities and organisations 
	Through official notification in company websites and company mail 
	

	Policymakers 
	Via official notification 
	

	Service users, public group 
	External digital communication channel, NHS websites and notice board at clinics 
	

	Health care service providers and employees 
	Clinical workshops, team meetings and internal digital communication channel 
	


Table 2: Stakeholder communication plan
(Source: Created by researcher)
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An effective monitoring and review plan implementation will be beneficial for NHS to safeguard productivity gained from technological implementation in its premises. A cost monitoring plan will be effective to monitor and manage budget planning and its allocation for each of required contexts. WARDHONO and HARAHAP (2020) considered a balanced scorecard as a secure approach for doing a better financial plan for a healthcare organisation and to monitor its economic condition, inflow and outflow. Installation of a 360-degree communication monitoring system and feedback consideration from staff group and service users will be beneficial for NHS to monitor effectiveness of its system. However, utilisation of a performance monitoring system and key performance measurement indicators can result in better monitoring over productivity management for employees. 
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This study achieved its aim of providing appropriate planning for the NHS by elucidating its technological workplace issue. The vastness of this issue was inspected, and study shows interconnection of various factors and this problem. By identifying stakeholders for this entity, a right panning is presented herein that will be beneficial for decision-makers to involve them in decision-making practice. Installation of better communication, feedback consideration and balanced scorecard methods was proposed as a better way to monitor its progress toward issue elimination. Thus, from the above discussion, the importance of stakeholder communication plan and a systematic solution solving process followed by a decision-making system was concluded. 
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Figure 1: Public willingness to use video consultations with own GP
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Question asked: “In which, if any, of the following circumstances would you be willing to use a video
consultation ith your GP*. n=2,083 (UK adults aged 15 and over).
Source: Ipsos MORI polling commissioned by The Health Foundation.
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