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[bookmark: _Toc29560596]Introduction
The business world is a complex territory where many factors intervene. Companies must adapt as needs change. They must improve and focus their services in relation to customer demand and satisfaction. It will depend on this that they succeed and last over time. However, due to the complexity involved, there are many problems that can arise in any company. Knowing how to identify obstacles and take the necessary measures to overcome them are key to the success of any company.
[bookmark: _Toc29560597]Agil
Agil was founded five years ago. It is a psychiatric centre where patients are helped with their mental and physical health with the help of all staff and according to established procedures and laws. At the moment there is only one centre. The directors have proposed to open more centres around the UK once the company has fully consolidated and its functionality is mostly successful. They are aware that certain areas must be improved and the virtues continue to be enhanced. The centre is composed of meeting rooms for employees, dining rooms and open rooms for entertainment and therapy tasks, sports playground, patient rooms and rooms for medical care.
The staff consists of 60 specialists among psychiatrists, psychologists, nurses, and management team. Most of them with university training and previous experience in the area of health. For Agil it is essential that its employees possess strong values of respect, empathy and commitment. And its three key pillars are: personnel with clear professional motivations, latest technology equipment adapted to the needs of patients and teamwork between employees and patients. For Agil, its employees must feel at work like at home and treat patients as their second family.
The main cause for which patients are at the centre is the inability to adapt and be part of society due to the mental problems they have. That is why the main objective of Agil is that patients feel integrated in the best possible way within the small world in which they are. These are the responsibilities of the company:
- Address the needs of patients.
- Provide medication according to each patient.
- Offer psychological and medical support when the patient requires it.
- Offer entertainment tasks such as board games or team sports.
- Offer group therapies.
- Strengthen and enhance the abilities of patients.
- Offer different learning courses such as painting or reading.
[bookmark: _Toc29560598]Case of Susan
Susan was a 38-year-old woman with diagnosed psychosis. She had been in the psychiatric centre for three years and received visits from her parents and her sister regularly. She was a woman with great vitality and kind but in the last three months her family had noticed that she was not the same. Before when they went to see her, Susan always received them warmly and was glad to be with them, however in the last period they saw her head down, she did not interact as before and she said she had no energy or desire to do the activities and share time with his companions. 
Susan talked to the centre psychologists first and they downplayed the symptoms she said she suffered. After several weeks she talked to a psychiatrist and he changed the medication without consulting his family or the other specialists at the centre. The medication change quickly affected her physical and mental state. Also, according to the procedure, Susan should have gradually given up her old medication and start increasing the new one in small doses. But the psychiatrist did not comply with the process and Susan began with the new medication in very high quantities which caused an emotional fall that resulted in severe depression and increased psychosis crises. 
The situation reached such a point that Susan refused to leave her room. She wanted to spend most of the time in bed. She had no appetite, refused to eat and began to vomit every time she took the medication. The psychosis crisis she suffered increased and hurt herself. She also cancelled her family's visits during the last month. Seeing the deterioration of Susan, the psychiatrist talked to several of his colleagues and asked them to cover it up, not to inform anyone and not to write any report about the patient's follow-up. 
His parents at first did not give much importance but over time they decided to contact the centre. Given the concern they had a meeting directly with one of the directors and he was unaware of what was happening to Susan. The psychiatrist did not have the courage to recognize what he had done but the director called a meeting with all the employees and one of the nurses decided to tell the truth.
In addition to the irresponsibility of the psychiatrist for not having his companions to treat Susan, he was wrong with the medication he gave her and Susan's illness began to get worse. The colleagues who knew what the psychiatrist had done also did not look for Susan's well-being. The recovery of the patient was very difficult and her parents thought about the option to report the centre.
[bookmark: _Toc29560599]Decision-making techniques
Once the directors of the centre are aware of what has happened they must analyse all the potential causes and for this they use different tools that are very useful and that help to create solutions. As the company's Board of Directors, their job is to make strategic and innovative decisions to create changes and improvements. For this they must carry out an in-depth analysis and use tactics that are viable and objective. The most important thing is that they are able to break the barriers that harm and achieve the goals of the organization.
[bookmark: _Toc29560600]SWOT Analysis
This technique is widely used and serves to create links between positive and negative factors. Four components of the company that are strengths, weaknesses, opportunities and threats are analysed. (University of Cambridge, 2016)
[bookmark: _Toc29560601]Strengths
· The centre has professionals who have notable academic references and sufficient skills to stand out in their areas. Most have a great previous professional career and experience is something that is valued as much as knowledge. The CEOs ensure that the staff is highly qualified and use that as an advantage when facing problems like Susan's. Any person, however prepared, can make a mistake but in Agil it is essential that each worker values the health of their patients to the fullest.

· The centre has modern and comfortable facilities. Ample spaces both in the dining room and in the entertainment and meeting rooms. The patio has tracks for different sports, a large green area and a gym with swimming pools. The company also spends a considerable amount of money on medical equipment of the latest technology. Agil's motto is that patients and workers feel at home.

· Agil has achieved a very good reputation. Most relatives are surprised at the good conditions in which the centre is maintained and all the facilities it offers in addition to the excellent treatment by the staff. Both patients and relatives give positive feedback.

· Due to the offer of tasks and workshops offered by the centre and the involvement of employees who share these activities, patients trust their caregivers. Strong links are usually established that strengthen patient progress and worker motivation.
[bookmark: _Toc29560602]Weaknesses
· The centre does not keep its social networks up to date and sometimes family members demand more participation and activity.

· The centre does not have many buses. When excursions are made abroad sometimes some family members have to use their own vehicles.
[bookmark: _Toc29560603]Opportunities
- A large number of families recommend Agil and that is why more centres will be opened in the future.

- It will offer more flexibility in visiting hours so that family members can participate in the group activities and workshops offered by the centre. This will be a very good opportunity to strengthen ties between families and improve the mood of patients.

- The government will offer financial support to centres such as Agil so the company will hire researchers to work closely with patients and make progress in the area of mental health. 

- Agil has proposed to invest more money in transport and avoid future inconvenience to families.
[bookmark: _Toc29560604]Threats
- The little use of social networks can create distancing between families and the centre and a sense of disconnection.

- The lack of communication and teamwork between different departments can cause major problems that affect the well-being of patients as in the case of Susan.

- Possible denunciation of Susan's parents and damaged reputation.
[bookmark: _Toc29560605]Fishbone Analysis 
Through this method the company can study in depth the causes and effects of the problems and thus find out exactly what happens, who is involved and what factors are involved. (NHS improvement, 2018)
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Once the diagram was completed, the CEOs decided to do a more thorough investigation due to the seriousness of what happened. Their tasks were: 
- Make a complete medical check-up of Susan's health status and resume her case.
- Interview both the workers involved and the patient, her parents and colleagues in the centre.
- Write reports with the versions of each of the parts and be able to use them to obtain more specific and enlightening data.
- Search the archives to identify Susan's history and the process of her follow-up.
- Conduct surveys of the rest of the staff of the centre to collect information that could help in the case.
The diagram and the investigation were key so that the team of directors could analyse and write a detailed report with everything that happened. Using the diagram you can see that the first two branches are related to the patient and the workers who took her case. The lack of communication between the workers and the different departments together with lack of commitment and professionalism triggered Susan's serious malaise.
Susan's psychiatrist was the main involved. First he decided to take the case alone and then he was wrong with the new medication he gave to Susan because it did not help her. He felt stressed and unmotivated due to lack of professionalism and did not want to be the centre of criticism for his mistakes. He decided to tell two colleagues what happened and asked them not to say anything. 
It should be noted that the lack of morality of employees was interpreted by directors as medical negligence and also does not correspond to the values and essence of the company. They fired the psychiatrist and the other two companions despite assessing the sincerity on the part of one of them who was the one who told the truth of what was happening.
On the other hand, Susan's parents contemplated the possibility of denouncing the psychiatric centre and Susan entering another different centre. The versions of some of Susan's companions matched her own version. The partners claimed that Susan did not want to interact with anyone, was not part of the group meetings and did not go to the workshops. The workers did not inform anyone of her absences and in the follow-up reports it was possible to read that the patient was progressing properly. 
Susan suffered acute psychotic seizures, depression, lack of appetite and sleep and hurting herself physically. The first thing that was done was a complete medical check-up of Susan's health status. The doctors in the centre saw scratches on her body and the patient suffered anguish and fear attacks because she did not feel safe in the centre.
The bad performance of the employees caused very unfavourable results and Susan would have to go through a long and difficult recovery process with sequels for a long time. The rest of the workforce was very affected.
[bookmark: _Toc29560606]Solution planning and Implementation
The next step after analysing the Key factors is the proposal of solutions and the implementation. To do this, CEOs must identify a range of possible courses of action and evaluate each option.
Medical attention is becoming more complicated, so the staff needs to face diseases and very rare cases, where the pressure intensifies if you work alone. On the other hand if you work in a team you can share the responsibility and reduce problems such as physical and mental fatigue after intense work shifts. (Chron, 2018)
Research has shown that working as a team decreases the amount of medical errors and increases patient safety. In addition, patients rely more on a team and feel more secure when doing treatments. Both specialists and patients feel more satisfied. (Chron, 2018)
Effective teams can improve care in the following aspects (Chron, 2018):
· Reduced time as costs of hospitalization.
· Services are better accessible to patients.
· Improve coordination of care.
· Enhance communication with patients.
· Improve health outcomes and quality of care.
· Increase satisfaction with care.
· Enhance wellbeing. 
[bookmark: _Toc29560607]Benefits of team work
Working as a team not only benefits a group but also individually. It improves the quality of work so it can be considered as a fundamental tool that contributes greatly to professional growth. Therefore, it is important to promote teamwork in any company. (AIB Blog, 2014)
These are some of the benefits:
· Increase efficiency and productivity since you can do the job faster and solve problems that may arise together. In addition, more income can be produced if the team is responsible for extra work, without the need to hire more workers. (AIB Blog, 2014)

· Promotes creativity and learning. The fact that you work as a team enables the exchange of knowledge, ideas and opinions of people with different experience and origin. This exchange is very beneficial since it serves as a stimulus to enhance creativity. Discussions are generated where, if the team environment is effective, everyone feels free enough to express what they think, and the combination of different perspectives helps create more effective solutions to problems. In addition, working in a team makes it possible to acquire knowledge from other colleagues and therefore progress professionally. This will greatly help to improve one's confidence and attitude and in this way be able to increase job satisfaction. (Mattson, 2018)


· Improve communication. In any teamwork communication is essential, so it is an excellent opportunity to put it into practice and improve it both at a group and individual level. (AIB Blog, 2014)

· Support network. Support and help among group members are crucial and especially in difficult times. Thanks to them, confidence will increase and therefore a solid team environment will be created. If a member feels alone he can be overwhelmed and make irrational decisions that affect the proper functioning of the group. (AIB Blog, 2014)


· Promotes risks. Working as a team makes it easier for members to take more risks, since they have the support of the whole group in case they fail. On the other hand, if the employee works alone and the project fails, he takes all the blame. In addition, the success of the team fosters the union between the members and that makes it possible for their ideas to be more innovative. Teamwork allows employees the freedom to think outside the box. (Mattson, 2018)
[bookmark: _Toc29560608]Successful team development
When teams successfully meet the objectives and their contributions help organizations take great steps, they become highly functional and their work as a team is more valuable than if they worked separately. In order to ensure and maintain the success of the team, different components must be taken into account. (Cameron, 2019)
• Clear sense of direction. It is necessary that all team members share the same purposes to ensure a greater degree of commitment and that everyone is willing to make sacrifices for the team. It is also important that they are aware of the results that the company expects to obtain from the group and how their work will help the organization. (Cameron, 2019)
• Clear responsibilities. It is important that each group member understands what their responsibility is and who to ask for help. Everyone must know their skills and weaknesses to be able to contribute in the most effective way to the team. Although roles should not be limited much because it can influence members who have different abilities and can enhance them. (Cameron, 2019)
• Common approach. A team has to plan, hold meetings, identify and solve problems, make decisions, give and receive information, make evaluations and assess progress. All these tasks are often carried out through methods that have been agreed upon by the team once it has been formed to know how to act. Since without these procedures some can act in a way that causes discomfort in the team, it is likely to suffer division and cause the dysfunction of it. (Morgan, 2017)
• Deal with conflict and change. Working in a high performance team can be a very rewarding experience but problems always arise. To ensure success it is important to learn to resolve conflicts in a professional manner, without going into devaluations and disrespects. In addition, team members must be willing to accept constructive criticism and be able to change the way they do things when they start to go wrong. (Morgan, 2017)

• Develop trust. Problems also arise among the team members themselves. In an environment where there is great competition between individuals, pride and ambition can affect when offering help to other partners and be very critical if mistakes are made. They must set their egos apart, understand each other and motivate as they move forward in their tasks. This is how they get to trust each other. If the team has a sense of union, when the results are not good they can act as one and understand that the successes are thanks to the strong bond they have created. (Morgan, 2017)
[bookmark: _Toc29560609]Solutions
Due to the importance of teamwork, CEOs decided to strengthen this skill and specialists from each department will meet twice a week to discuss the issues and then a joint meeting with all employees will be held. With this the company seeks to promote that workers get used to working together and strengthen communication, cohesion and ties between all its employees.
A free service will also be offered where psychologists will meet with all families who want to participate in group meetings. This will help families feel more integrated and united with the organization and allows different families to know and support each other. They are somehow there for the same cause and talking to each other can greatly benefit them.
Although the offer of activities offered by the centre is varied, managers will include more learning workshops to promote relationships between patients and highlight the importance of feeling like in society. In addition, workers will have more opportunities to discover the concerns and motivations of their patients and help them develop their skills. 
A new rule will be included that requires employees to make decisions together discussing the important points at each meeting. In addition, a different plan will be governed for each patient according to their specific needs where an accurate and complete study of the patient will be required. And reports will be delivered with the progress of each of them every week. 
Values such as empathy and respect are fundamental in Agil. CEOs have decided that each employee must pass an initial six-month trial period where the worker must demonstrate their social skills and sensitivity as well as having the ability to manage their emotional intelligence.
Another important measure will be the update of online platforms. Social networks can be a very valuable tool for establishing links and collaborations with other associations. It also helps to participate in local events and promote the services offered by Agil. The centre should make use of its networks to be in continuous contact with family members and publish meeting schedules, sponsor courses, inform and receive the collaboration of people whenever possible. The families will have more facility to access the information of what happens in the centre.
With all these measures, the company intends to strengthen the reliability of the centre and extend its territories with the objective of opening two more centres in the next three years. However, some of these measures have their disadvantages.
Working in a team is not easy. Each person has different points of view and aspirations. Situations can always arise where you don't know how to reduce emotions, rivalries, competitiveness or affinity problems. Problems may also arise with family members. Sometimes it is difficult to accept the diagnosis of a loved one and the circumstances and the staff does not know how to deal with family members. 
Working in a sector like mental health means facing a lot of pressure every day. The six-month trial period can generate some stress on employees and their way of working and performance can be adversely affected. The frustration that this initial period can cause can truncate the motivation of workers who do not exceed the centre's expectations.
Social networks also have their disadvantages. Irresponsible use can be made that will affect the proper functioning of the company and the projected image of it. In addition, many family members do not have access to the internet or do not know how to use the networks, especially older people. 
[bookmark: _Toc29560610]Communicate the plan to stakeholders
Once the management team decided on the solutions, they devised a plan to carry out the changes. They met with the rest of the workforce and explained what the changes were based on and that expectations were higher. After the problem with Susan, the directors of the centre have increased the level of demand and are more careful when hiring. All staff pledged to do everything possible so that Susan's situation does not happen again and they showed their desire to support the company. Every week the CEOs will meet with the managers of each department to track and ensure the success of the implementation of the changes. 
[bookmark: _Toc29560611]Review and monitoring plan
Two weeks after the incident the management team began working hard to update social networks and the result is very positive. Families are active and participatory and a link has been created to propose proposals and changes that benefit the proper functioning of the centre. The centre has managed to attend an event to support certain causes and will be visited by an NGO that wants to collaborate with them. 
Some departments are already working together to expand the offer of workshops in the centre. The staff is aware of the benefits of working as a team and strive to make everyone feel integrated. They have decided to include dance, cooking and sewing classes. And do more outdoor excursions for patients to enjoy the outdoors. 
On the other hand, psychologists have already started with group family therapies and although they still have to continue planning the content of the sessions, families are getting to know each other and sharing their personal stories.
The entire staff feels motivated and eager to fulfil their professional mission. The feedback in general is positive and the future of Agil promising.
[bookmark: _Toc29560612]Conclusion
In this assignment I have focused on a fictitious company in the health and social care sector. An organizational problem has been analysed and then solutions have been proposed, applying tools to help identify, improve and prevent such problems from occurring again. Finally, certain recommendations have been explained for the company to prosper and expand its objectives, thus becoming an organization with greater prestige and reputation. 
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