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Introduction

Problems with equipment can occur. Factors such as repair costs, overall downtime and H&S can have a direct effect on production and service delivery (Ellacott, 2019). Impact can vary from basic to drastic.

This report focuses on a work-related example namely, a faulty video-link (electronic) system and how a structured process was implemented to resolve a real-time courtroom situation. 

The Company

Her Majesty’s Courts and Tribunals Service.
Her Majesty's Courts and Tribunals Service is an executive agency of the Ministry of Justice. It was created on 1st of April 2011 by the merger of Her Majesty's Courts Service and the Tribunals Service.

The agency oversees the administration of the courts of England and Wales, the Probate Service, and tribunals in England and Wales, as well as non-devolved tribunals in Scotland and Northern Ireland. It operates from around 600 locations throughout the United Kingdom (Her Majesty's Courts and Tribunals Service - Wikipedia, 2022).

What is Live Video link system:

The magistrate’s courts service use ‘live video link systems’ to receive evidence from defendants and/or vulnerable witnesses as they may are not permitted (or may not be able) to be at their trial physically but can provide evidence from a safe location (other than the courthouse), without duress or interference (witness intimidation) whilst giving evidence. 

The witness is presented in front of a camera operating system whilst giving ‘live’ evidence.

This evidence is then transmitted directly into the courtroom to the Judge and/or magistrate for their deliberation and adjudication (judgement).  

What happens if the system is not working and subsequent effect on the business?

· The witness/witnesses would not be able to provide evidence (trial hearing).
· The trial hearing will not proceed and may have to be adjourned to another day.
· Re-trails can incur unnecessary expenses for the witness (i.e loss of earning,), magistrates, CPS and the police as a future tail would be required. 
· Administrative or technical issues can incur costs which are ultimately covered by taxpayer’s money.
· Justice is delayed for the victim, which also implies that justice is denied, and the victim suffers because of the delay, particularly if the case involves domestic violence. 
· Delays in justice can produce negative publicity for the justice system (reputation damage) 

As a Digital Support Officer (DSO), I am responsible for the upkeep of any technological devices or systems that may malfunction within the courthouse. 

As an example, I recall my line manager informing me of an issue with a Live video connection within a courtroom holding a complicated trial. 

The issue required my immediate attention and as I had to ascertain whether anything could be done to fix (resolve) a specific technical issue. 

After consolidating with the system users and conducting some system diagnostic checks, I decided to investigate further to find the cause and eventual remedy. However, this was not a simple fix, but an issue that could negate the functionality of the courtroom in the future. 

As part of my investigatory process, I decided to use the fishbone diagram.

The Problem

The courtroom Live Video link system was not fully operational, not allowing defendants or members of the judiciary to communicate effectively. As a public body, justice must be served, and equally must be seen to be served. Technical issues were prohibiting the CPS (Crown Prosecution Service) to effectively cross examine. 

Moreover, this appeared to be an on-going issue persisting over several months, with technical glitches being the main contributory factor. 

The following 6 steps were taken to solve the problem
The problem solving (PS) group has a concentrated procedure thanks to the Six-Step technique.

Because everyone is aware of the strategy to be employed, consistency is ensured.
Utilizing data promotes better objectivity by removing bias and preconceptions.
It promotes teamwork and aids in tearing down barriers (The Six Step Problem Solving Model, 2022) – DON’T TOUCH

Step 1 - Identifying the problem

For the problem to be solved, it is crucial to identify it accurately.  Incorrect diagnosis of the situation may result in incorrect treatment of the issue.  Your attention and energy are diverted away from the true source of the problem and instead directed toward another area, which may or may not be related in any way to the original problem (The importance of accurate problem identification in problem solving, 2022)






The problem: The Live Video Link System not working
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Figure 1 Fishbone Diagram Root cause analysis (Free Root Cause Analysis Templates: The Complete Collection, 2022)

Step 2 - Determine the root cause

For the problem to be solved, it is crucial to identify it accurately.  Incorrect diagnosis of the situation may result in not tacking the issue appropriately.  

Attention and energy are diverted away from the root cause of the problem and directed towards another area, which may or may not be related to the problem itself (The importance of accurate problem identification in problem solving, 2022). 

· The system may require servicing from the monitoring company.
· The system may need to be changed entirely. 
· System users may not be using the system correctly. 
· Appropriate ‘system ventilation’ within the courtroom may need investigation
· The System users may need re-training for appropriate system usage/operation.
· Additional costs for engineer visits may occur if the technical issue requires escalation to the next level up (second stage)

Step 3 – Possible solutions

This is the stage to do some brainstorming and generate list of ideas for solution to the problems (Galley, 2022)
· An engineer needs to be arranged and so they can investigate the situation
· Quick training for the staff who use the system to avoid human error
· Change of monitoring company
· Create Ventilate the system to prevent from heating up
· Regular servicing of the equipment

Step 4 - Options analysis

The ability to define or identify the problem, generate alternatives or potential solutions, evaluate, and choose between these and implement the chosen solution (Employability skills - University of Leeds Careers Centre, 2022).

· Changing the system is not a feasible option as these systems are quite expensive to buy and were recently installed (project given to third party to install). 
· The users are not using the system properly, could be provided with a refresher (re-training).
· Create a trouble shooting / problem solving chart – for the users.
· Engineer ‘call-outs’ can be quite expensive, compared to monitoring and ad hock repairing as and when needed by in-house DSO’s. 

Feasible options

· Arranging for an investigation to be carried out by the monitoring company, this could be done over a few days, and it is cost effective. The monitoring company will not be charging for the investigation as it is a routine thing they must do when the system breaks down.  The investigation would pin-point the cause of the problem and what was needed for the system to operate effectively.

· Re-train the system users to iron out any potential human errors. Training can be provided at a convenient time for everyone, and this can give the team confidence to use the system properly and reduce mistakes whilst using the system. 

Step 5 – Implement the solution
Basically, the plan of actions is required and how they will be implemented to ensure success (4/F., 2022)

	Decision Implementation Action Plan



	
Action
	
Responsible
	
Priority
	
Status
	
Start date
	
End date
	
Notes

	Action #1
	
	
	
	
	
	

	I have a meeting with management and to update them about the system
	
I am
	
Medium
	
Pending
	
09/09/22
	
Not sure
	Explain my course of action to the manager so that they are aware.

	Action #2
	
	
	
	
	
	

	Get the monitoring company to investigate the problem
	
I am
	
High
	
pending
	
09/09/22
	
09/09/22
	I will be interested on their findings

	Action #3
	
	
	
	
	
	

	Arrange a quick training session with the system users to iron out any potential user’s error
	
I am
	
High
	
Pending
	
20/09/22
	
20/09/22
	It might be very useful for the legal confidence of users

	Action #4
	
	
	
	
	
	

	Write a full report, dealing steps as to how I am taking to solve this problem
	
I am
	
High
	
started
	
10/09/22
	
10/09/22
	It is a record for the future

	Action #5
	
	
	
	
	
	

	Set a review meeting with my line manager

	
I am
	
Low
	
Pending
	
30/09/22
	
30/09/22
	To update on this situation



Figure 2 – Decision Implementation Action Plan


The above is a list of the steps you must follow to accomplish as mentioned in the task list (within the action plan). 

Additionally, ‘A great action plan will outline all the steps necessary to reach your objective and help you fulfil your target successfully by providing each stage of the process a timeframe—a start and finish date. Depending on your needs and preferences, you may use this document to specify a single objective or a few them’. (How to Write an Action Plan (With a Sample and a Template) | Indeed.com, 2022
Step 6 – Evaluate the outcome

The purpose of evaluation is to determine how well the solution is working or why the solution may not be working (Step 6: Evaluate Solution, 2022)

After conducting an inquiry, the monitoring business concluded that the system fault was caused by overheating, as the courtroom temperature increased. The equipment was not secured in a conventional glass box for ventilation and a temporary fix (plastic box) was used. Additionally, the monitoring business also planned to install a cooling fan beside the system to avoid overheating even in hot weather.

Overheating was identified as one of the possible causes for the problem in the first step (identifying the problems).
Therefore, the monitoring business upgraded their system, which enabled them to monitor the system online and resolve the majority of issues remotely. The system is now operating effectively without experiencing previous issues. 

In short, I understood that perseverance can help overcome potential challenges over time and of course, hard work certainly helps too. 

Conclusion

In conclusion, I understood that my responsibility as a (DSO) during this problem-solving scenario required me to be sufficiently prepared (through effective time management). I must also make sure that I have contingency plans in place in order to minimise any complications from arising. Thirdly, I will be able to make fewer mistakes by setting priorities and seeing the problem early. In other words, attending to the most important tasks first (prioritisation). 

To reiterate, I will proceed with more caution by carefully analysing the positives and negatives of the situation before making robust and realistic decisions. In order words, to prevent potential harm (either reputational or economic) to the business, I will endeavour to find speedy resolutions for any issue that may potentially arise.
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