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Summary
The purpose of this report is to identify complex problems in the National Health Service, apply recognized problem-solving techniques, and implement the best solutions to achieve the goals.

1. Introduction
Problem solving is the process of finding new solutions to an identified complex problem that includes explaining the objective, understanding the causes, generating options, and making a choice [Morgan, 2017]. Decision making is a simple process, refers to taking an action or making an important decision [Morgan, 2017]. 
The National Health Service (NHS) was revolutionized by Aneurin Bevan on the 5th of July 1948, for the first time in British history medical, dental, and nursing care was provided free of charge for all residents who were sick in England, Scotland, Wales, and Northern Ireland [Historic UK, 2020]. From the beginning the NHS is constantly evolving and expanding its services and has grown into the world’s largest publicly funded health service [Historic UK, 2020]. NHS workforce statistics show that there are over 1.5 million people employed in the United Kingdom [Full Fact, 2017]. The Department of Health and Social Care estimated the budget for health care services in England in 2020/2021 at £ 201.7 billion and compared to 2019/2020 it was spent at £ 148.8 billion [The King’s Fund, 2020]. Due to the current pandemic, an additional budget of £ 51.9 billion has been allocated to the purchase of protective equipment for workers, improving the Test and Trace program and developing a discharge procedure for patients [The King's Fund, 2020].  


2. [bookmark: _Hlk59111232]Key Challenges and Issues Faced by the NHS
I will provide articles and journals to emphasize the importance and impact of complex problems in the organization.
According to Independent Nurse [2015], RCN research showed:
· 56% of the 4,137 surveyed nurses said they spend too much time doing work other than nursing, 
· 59% said that they had too many responsibilities and patients to provide the expected level of care, 
· 46% said that work-related stress was the leading cause of fatigue and feeling ill,
· 31% of respondents stated that they are looking for a new job.
An annual NHS survey found that more than 38% of the workforce suffered from work-related stress, with an estimated service cost of £ 300-400 million per year [NHS Employers, 2019].
Stress refers to the psychological perception of pressure and how the body will react to it, which includes many systems such as metabolism, muscles, memory, and even emotions [Trivellas et al., 2013]. Studies have shown that work stress decreased compassion, efficacy, and empathy for patients [Webb, 2017]. Nursing work satisfaction and productivity have been reduced due to stress [Jang et al., 2019]. The consequences of chronic stress are burnout, cognitive impairment, insomnia, depression, anxiety, and common mental disorders [Thomas et al., 2019]. 
A study by The Guardian [2019] found that 44,000 NHS nurse vacancies are available (12% of nursing staff). Unfortunately, this could reach 100,000 in ten years and the number of vacancies is putting pressure on the NHS to hire less qualified workers. In 2018-19, employment only increased by 1.5% as only 4,500 nurses were employed [The Guardian, 2019]. Research showed there will be higher stress working environments and longer hours because nearly 1 million nurses will retire by the year 2030 [Western Governors University, 2020].
A study showed that 58% of nursing staff in England work more overtime than in any other country without being paid, leading to damage in patient care [Ravalier et al., 2020].
A study conducted by Independent [2017] found that people dying from lack of patient care, delayed treatment, insufficient assistance, poor supervision, and monitoring. One in three patients died of respiratory problems caused by a lack of employees and medical equipment, and nearly 40% of hospitals revealed that they had more patients requiring non-invasive intervention (NIV) oxygen than they could provide due to staff shortages [Independent, 2017].

3. [bookmark: _Hlk59047538]Problem Solving Models
Healthcare professionals often use problem-solving tools that can help investigate clinical problems, illustrate them, and manage improvements to achieve objectives [Hospital News, 2020].
3.1 SWOT Analysis
SWOT is an analytical tool for identifying external (opportunities, threats) and internal (strengths and weaknesses) factors, which allows to identify key problems related to the context of an organization's project or initiative [UNICEF, 2015; Williams, 2014]. The analysis will provide understanding of the current strengths, a realistic appraisal of the weaknesses of the organization, it will provide opportunities that can be created and threats that can be addressed to increase the chances of success [UNICEF, 2015]. The key elements of the SWOT analysis are presented below.

Strengths: 
· There is no real competitor for the NHS, however private hospitals are available across the United Kingdom.
· The main goal is to improve the quality of patient care, with an emphasis on waiting lists for medical treatments that are constantly monitored, which proves that demand exceeds supply. 
· Investing money in internal research and analytical teams.
· Highly qualified medical personnel from different parts of the world.
· The NHS App has been designed to give you easy access to the services offered by the organization.
Weaknesses:
· high employees’ turnover.
· not modern healthcare facilities and a lack of adoption of digital technology to improve patient outcomes.
· insufficient budget and resources to support training programs for management, nurses, and other medical personnel. 
· lack of qualified staff to provide medical equipment to patients in emergency [Clear Point Strategy, 2020].
Opportunities:
· local charities and volunteers willing to participate in health care programs.
· communication and collaborations with various health organizations to share knowledge.
· mentorship program for new graduate personnel.
· conduct a survey to ask patients for feedback and suggestions for improving healthcare [Clear Point Strategy, 2020].
Threads: 
· functional capacity can be affected by political and economic factors,
· changing tax legislation and employment regulation result in budget deficits,
· emphasis on simultaneous cost reduction,
· high demands on the quality of healthcare [Clear Point Strategy, 2020].

3.2 PESTLE Analysis
[bookmark: _Hlk59134518]PESTLE analysis is a framework for analyzing the macro - environmental factors (political, economic, social, technological, legal, environmental) that influence the healthcare industry from the outside [Marketing Tutor, 2020]. The analysis allows the reader to better understand the present functioning and future operational positions [Pestle Analysis, 2019]. Pestle analysis for the NHS is attached as 2 pictures in the appendix.

3.3 Ishikawa Diagram
The Ishikawa diagram known as the fishbone analysis was invented by the Japanese professor Kaoru Ishikawa at the University of Tokyo in 1968 [Ishikawa, 1968]. It is a structured brainstorming tool that help to explore all possible root causes and effects of a problem, find solutions, create an action plan, and fix problems [Ishikawa, 1968]. This method provides a template that illustrates categories of potential causes that may include equipment, environment, materials, measurements, methods, procedures, people [Nursing Times, 2013]. This diagram allows to improve the quality management process by identifying the issues in detail who is involved, when and where it occurs [Nursing Times, 2013]. 




Environment					Methods	                                 - small waiting room	,			- unorganized patient history folders,                        - not enough treatment rooms,		-  too much bureaucracy and paper work,          - interruption of work flow,			- too long process and patients waiting                    - no monitoring,                                          list for medical treatments and clinic,     						The main problem is work-related stress, poor patient care and staff shortages.

						


[bookmark: _Hlk59104504]People 						Equipment     		                                  - low staff retention due sickness 			- medical   equipment unavailable                                 leave and lateness,                                           on arrival (wheelchair),                                   -nurses are unavailable due to                           - lack of technological innovations,                                      non-nursing responsibilities at work,                           - insufficient maintenance,                                                                                   - heavy workload causes employee fatigue, stress,	                                                              - reduced salaries, resignation of qualified staff,			                                                     - incorrect referrals,									                      - poor management: lack of efficiency and conflict  situations,													               Figure 1. Fishbone analysis for work-related stress, poor patient care and staff shortages in the NHS. Created by Author.

4. Alternative Solutions 
According to Health Times [2017] solutions are:     
· stress reduction programs,
· relaxation techniques can increase self-awareness,
· exercise can improve person’s mood,
· organized workplace allows easy access to the equipment,
· recruit a mentor, person who can guide at overwhelming times and can help indirectly improve patient outcomes.
· keeping a checklist of the jobs.
Solutions proposed by Shane Parker [Shift Wizard, 2020], RN Co-Founder and Chief Nursing Officer are:
· supporting new employees by mentorship program which will improve nurses confident,
· use welcoming program to recruit nurses from abroad,
· invest in long-term training, career planning and professional development for nurses,
· schedules to choose flexible shifts to meet personal and professional needs, 
· recognition and appreciation [Shift Wizard, 2020].
		                                                                                 
NHS Employers [2019] suggested to increase staff retention: 
· develop capability and capacity of manager, 
· improve staff work life balance,
· points system that could help get extra salary for taking bad shifts or learning new skills,
· increase pay and benefits,

Dr. Edward de Bono invented a brainstorming tool called PMI (Plus, Minus, Interesting) that allows us to think better and evaluate solutions [Virtual Library, 2020]. Examples of PMI techniques are shown below. 


	Flexible working hours

	Plus
	Minus
	Interesting

	-life balanced +5,
-job satisfaction +5,
increase staff productivity +5,
-decrease fatigue and stress +5,

+20

+20 +3 = +23
+23 – 9 = +14
	-investing time to make satisfied schedule for everyone -3,
-busy schedule to make changes -3,
-holiday and sick policies -3,

-9
	-eight hours shifts compared to twelve hours are convenience, staff is less tired +5,
-staff meeting to organize schedule +3,
-very demanding days off for a weekend -5,
+3




Figure 2. PMI for flexible working hours. Designed by the author.

	Mentorship program

	Plus
	Minus
	Interesting

	-increase self-awareness about the task at work +4,
-support gives nurses confidence +4,
-learning about an interesting concept +2,

+10
10+8=18
18 -9= +9
	-prepare time and place   -3,
-low attendance due to the time-consuming -3,
-some activities and sessions seem boring                 -3,
-9


	-guide the group with a clear method and process +3,
-support nursing staff with communication and consultations +3,
-meeting new people and having fun +2,
+8


Figure 3. PMI for the mentorship program. Designed by the author.
	Increasing the workforce 

	Plus
	Minus
	Interesting

	- promote branding and staff benefits to support retention +5,
-increase salary for taking extra hours, working night shifts or during public holiday +5,
-work with agency and recruit nurses from different countries +5,
-support a new graduate by offering to pay tuition fees +5,
+20
+25 – 13= +12
	- no additional money to allocate the budget to raise the salary -5,
- high global demand for qualified nurses - 4,
-too many patients due to the increasing average age of the population -4,


-13

	-due to the low salary, it may lose more nurses and damage patient care -5,
-create healthy work culture +5,
- offer 3-5% financial support to get mortgage for nursing staff +5,


+5


Figure 4. PMI for increasing the workforce. Designed by the author. 

5. Implementation 
By applying PMI technique, I evaluated the best solution, which is flexible working hours. It was useful to implement an automated, effective workforce scheduling application to reduce costs and time from manual scheduling mistakes, increase workforce productivity, and reduce fatigue and stress from long working hours. The Shiftboard application allows you to choose working hours (6, 8, 10, or 12 hours), swap shifts, show when staff is available or sick, and the most attractive shift planning is possible several months in advance. Using the app was easy to control and monitor the workforce and adapt them to professional and personal needs. After collecting the views of stakeholders from across the NHS, it was confirmed that the solution was in place, implemented for good; it met the expectations of the team management, nursing staff and others.

        Service users		Physicians	    Workers	       Government

Voluntary organization 		     THE NHS				Regulators
Partners, providers							Media
Pharmaceutical company	Insurance company	Public

Figure 5. Diagram of the stakeholders. Designed by the author. 

In addition, to reduce heavy workload and work-related stress Eby [2017] proposed a software tool that improves accountability, reliability, and can help workers track potential issues and manage progress immediately, as each staff member will follow changes regularly. One is the Gantt chart, which will reduce the stress of nurses' workload as they can track task progress and see the linkages between tasks and find high risk or critical tasks [Eby, 2017]. The second is the PERT chart, which provides flexibility in defining tasks as it gave options to create different timetables such as the shortest, the most likely, and longest possible [Eby, 2017].

6. Recommendation  
Provide a creative team with a shared vision and responsible for ongoing operational planning and ensuring that the NHS will succeed in implementing of potential project.
Effective teamwork and direct communication with patients and other medical personnel help to build team spirit and help staff develop their ability to cooperate and ultimately create a healthy work culture.

7. Conclusion 
Pressure on the workforce is the main reason nurses consider leaving the profession. Setting realistic goals and implementing the solution will help minimize nursing workload and the feeling of stress. Flexibility in the choice of working hours makes nurses more satisfied with work-life balance, increases satisfaction and well-being.
The combination of the external factors of Pestle analysis and the future target allows the NHS to refine a strategy that will provide a competitive advantage.
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9. Appendix
Pictures of Pestle analysis for the NHS.
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Picture 1. The photo shows political, economic, and social factors of Pestle analysis for the NHS. Designed by author.
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Picture 2. The photo shows technological, legal, environmental factors of Pestle analysis for the NHS. Designed by author.





PAGE 1
image1.jpeg
6102 ‘sishleuy afsad]

saako|dwa JO YoB| 0} aNp SSals Pajeja-IoM Sasned pue saseasoul sjusied Jo

Jaquinu ay) os ‘abe yjm asealoul (s18oued SNOLEBA ‘sajaqelp) saseasip a|A)sa)l| pue

swajgoid yjjeaH "uonendod ay) jo abe abeiaAe Buimolb ay) 0} ajejal SI0Jo.} |BID0S

1VID0S
‘Tozoz ‘1oL Bunaxep] peynioal usaq

sey yels pauijenb ssa| pue ‘paubisal aAeY S1oyiom paj|ys jo uomodold JuedyIubis
v [610Z ‘sisAleuy ajisad] uonenbal olouods pue sa2in0sal JO Moe| e O] anp
sabem siayiom Jno sey pue ainssaid Japun sem SHN a4} ‘800¢ Ul Yseld JIWouods
ayl aouIS [gL0Z ‘SisAleuy ajisad] Sejel jsaisul pue ‘uonepul ‘juswAiojdwaun

apnoul pue uoijeziueblo ue Jo aoueullopad [eloUBUL BY] 92USN|juUl S10}0B) JILOUODT

JINONOD3
[ozogz “1ojn1 BunaxieN] MN Sy} SPISINO WO} SISYIOM Pa||ys
jo abepoys pue ‘uawdinbs |eolpaw ‘S82in0sal ‘uoljedipaw juepoduwll Jo Yoe| aq ||im
aoe|d ayej |[m JIxaig uayph ‘[6102 ‘SisAleuy afised -0¢0g 1oin| bunayiely] SHN au)
jo Ajoedens |euonouny Joaye A|snouss [|Im Jixalg ‘uonippe uj [g10zZ ‘sisAjeuy apsad]

suonenbas JuswAoidwas pue uone|sibs| xe} buibueydo o) 8je|al siojoe) |LINIOH

1VILLINOd

SHN 3H1 ¥04d SISATYNY 3711S3d
s3jQ1s K| ydesbesed K)
Huans anil zbuipeay | Buipeay ~JedSON§ | |EULON L =0 ~Zl E= m“..m -
)Iqgey ﬂ m< J20qgey ))deyY paloqgev pgadqgey b TZ Z2 55 e ~Tiai &

jnodke1 ubisegager dipH MmaIA mamay sbugey S





image2.jpeg
Qe s

~
—r
=
M

Subtitie

Title

, AR DR T &
=S & O Lol
| SauE k= G
9 s srb ity e
3 > o O B ) v O
Lo o) ) X Q - il —
- B e (5 — @ 4]
< (2l e o §0) Q it B
SR @ WS d
=R By = =2 e e S
mhn = | 0 ()] L =
Qe ® Q= ) N
L D -g © e AT w % N
g 8 .9 é ; E ; L s’
g 2 S RS n O oS S :
- <] — P e e = Sl s | e
T 5 = S = o
T 4 ¢ B oo ) @) ) O
3 = = m = = el St Sl =
& s — = DD e i)
=5 2 e 0 » O OLHD N @
< 2 B o = - SHEE A, S =
5 % = o E -— @) Q 7)) Z =) 19) e o]
9 LY < 5 — = I e Lo 1o BErs] caa et —
L QR 0 q) g t 9 7 . = 9 c Lenwe
c - = D e, = Q. 2 Q » 9 & of - N
By 2 E 9 = = = o = == 0= e N
8 .‘ -% 5 | z 8 E H C 8 % ; B O w "‘,.:I\‘Q’.: ".
= < P (&) (qy) (@) e Q D Srsesas
3 - Sk 1 Q o 9 © = = O© ~
i, B S 5 e wiEc Z O =
Bl o O © Ty 1T (s o et L
- = D d= e b} el GG s)
2 g D = m Q = R, — <
o ";-1 — (q1) Q)] )
3 X rT A0 & —_— E w O () e
N ] = ) 9 s 9 o
> m o- .C “6 (U w — Nom
o S < B Sy e TS 0
S e — = = ReRiidos -
> [\ (qy] el = D (D) c O h
‘ TR = 5 = o 5 Poo=r >
o v . 2 W B = 6 U= w T
B i = P Dy @ e =
E b < o ) O O = = =
ml ) O O 4] = R o *U-)‘ O
i 7 = = e —
& il — = & 0 = A A e =
I LRl 0 L6 o] 0 © o
) MY II — == - O m
e B & = o 0 E = E
2 B = o .
4 <| £ = 0 e e O c O
E L TR o> @ 2 2 o I
s 2 N oo 0 o 2 e ~
& 8. & 8 ) ey L B
R by
E « 8




