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AC 1.1- 

Define a problem, the stages of a problem, how problem can affect psychologically on human health. 
A problem can be defined as, a matter or situation regarded as unwelcome or harmful and needing to be dealt with and overcome (Oxford Living Dictionary, 2017). People face problems everyday, so having a method of dealing with them is significant to personal success. I work in a role designated as Contact Worker. This role requires the ability to work in teams and demands excellent communication and good temperament. My role is defined as, supporting a professional social work task of visiting and assessing persons who require help under direction of a Social Worker using procedures applied in accordance with Council policies, according to Jobs.derbyshire.gov.uk (2009). 
The office is manned by various people, including a telephonist who has to deal with incoming calls.  Our work involves working with young people and the elderly, as well as children. The role offers independent tasks, but much time is spent interacting with, management, social work team s, families and other third party professionals. 
A simple problem at work is to organise team meetings. This is challenging because all workers have independent timetables, but by sending a message to each person, the meeting can be easily organised.
A complex problem at work involves addressing the volume of calls that come into the call centre. The telephone lines get very busy, and cause stress in the receptionists. As the day progresses and an increasing number of calls are dealt with, the telephonists mood and state of mind changes as the day progresses. The problem becomes worse as the day progresses.
These problems affect the way the work gets done and negatively impacts on productivity. In the early stages, the telephonist is calm and tolerant and can deliver the right information to callers. Later in the day, the problem escalates and the quality of service drops. This problem can impact on human health in several ways. 
A fear develops for going into work, so the body’s natural defences will supply extra hormones that elevate the heart rate, increase blood pressure, boost the level of energy in readiness to deal with problem. When stress starts interfering with your ability to live a normal life for an extended period, it becomes even more dangerous. The longer the stress lasts, the worse it is for both your mind and body. 
AC 1.2- 

What is a critical thinking, analyse the key steps of critical thinking. 
Fundamentally, critical thinking is about using your ability to reason. It's about being active (as opposed to passive) in your learning. One could postulate that critical thinking is a process, to get to understand issues and expressing our views articulately, as opposed to it being a single definable skill. In presenting our views, we present arguments. Ellis (1994) refer to the ABC model for managing challenging situations. 
Firstly, you identify the cause of the problem, which is the activating event. This step is important to find a solution that fits the problem. Gathering information relating to the problem will support the process of considering alternative solutions.

Secondly, address the beliefs that contribute to the situation being a problem. In many cases, thorough analysis will show that the perceived problem is not really what it seems. Critically thinking about why is issue is seen as one can eliminate the issue. In this step, the problem is put in context, which can make it easier to resolve it.

Thirdly, the consequences of the challenge should be understood, before it can be dealt with. It is important to understand what will happen if the problem is not dealt with, which will determine the urgency of response and what type of response is ideal. In some cases, it may be more sensible to, ‘not do anything’, as further action may worsen the situation.
Thinking critically will support the best solution to any problem.

How critical thinking and innovation can assist you at work place for tackling the identified problems 
Critical thinking allows one to approach a challenging problem with scepticism and doubt, rather than with unquestioning acceptance. This will lead to a clear understanding of the key issues causing the problem.
Critical thinking can help tackle problems because it is a framework that involves, identifying, analysing and, solving problems. Critical thinking reflects a person’s thoughts and arguments, so there is a clear framework to analysing ideas, observations, experience and reasons. It will help solve the problem at work because a thorough exploration of the evidence will be conducted, allowing the problem solvers to separate reality from beliefs.
Thinking critically will allow a solution focused approach to be taken. According to Cottrell (2010, p.83-84), a solution focused approached to problem solving allows for the situation to be described, points of difficulty identified, and speeds up the search for the best possible resolution. Innovation leads to new solutions, commonly driven by out-of-the-box thinking. Several solutions are generated and each one judged on its merits.
In the organisation, innovation can lead to new ways of reducing the escalating stress on the receptionists by reducing the volume of calls they have to handle on a given shift. For instance, emails can be introduced as a means of communication, which will allow receptionists to plan specific times to reply to customers. 
Emails are used in the organisation already, but are mainly for internal communication and external with a limited number of stakeholders. Expanding its use for customer care will mean a reduction in call volume, if it is adopted by clients. The use of innovative technology such as VOIP will increase the number of receptionists that can use the system to answer incoming calls, simultaneously, but at a lower cost. This makes such improvements more affordable to the organisation.
AC 2.1

Identify the key influencing factors to the organisation, like political, economic, social and technological with brief explanation of each component.
Political factors: The organisation is part of the National Health Service so it is funded for the most part, by the government. Therefore, policies that they choose to implement will have an impact on the ability of the organisation to offer services to the public. 
The government is also responsible for policies that directly affect the way that the organisation can operate, so the political party forming the government can influence the policies and regulatory framework. The Labour Party have tended to support nationalisation of health care provision, whereas, the Conservatives, who are currently forming the government, have traditionally favoured privatisation of the NHS. 
The organisation must therefore be aware that the way it operates can likely change depending on the outcome of general elections.
Economic factors: The state of the economy in the form of unemployment, inflation and interest rates will influence several aspects of the firms operations. Levels of unemployment will influence the wage rates as supply fluctuates. Inflation affects the increase in the price of goods, so as it goes up, so too will the cost of basic goods. If salaries do not go up to match, then employees in the firm may lose motivation and productivity may decrease. Economic indicators are therefore important for the organisation to track, so that it can plan accordingly for expected changes in the environment.
Social factors: Social work involves many aspects and in some areas of the work, there are stigma attached to groups of people. These perceptions influence many aspects of the organisation, from attracting good quality staff to the way that family members will treat their relatives. Trends are particularly important, as they will guide the organisation’s understanding of the expected behaviour of people. 
Technology factors: The work of the organisation involves assessing people for many different reasons. In the work of a Contact Worker, it is sometimes required that parents are analysed to asses their suitability for children to live with them. A battery of tests are done, which technology can speed up. The analysis of such reports are also much faster, leading to a much more productive environment. 
Competitors are also making use of technology, which the organisation must keep track of as significant competitive advantage can be gained from the right implementation of technology. 
PEST can support firms to improve decision making and implementing new ideas in response to competition, in good time. New technologies can create opportunities for everyone, so an audit of the external environment will keep the firm up to date on what the competition is doing.
AC 2.2 

Write a letter to your line manager about the impact of PEST on the organisation
Mr Line Manager
My Council
YV1 2FR
10th November 2017
Dear Sir,
IMPACT OF PEST ON XYZ ORGANISATION
I write to briefly explain about the impact of political, economic, social and technological factors on the organisation. 
Political factors are those influenced by the political status quo. Each of the political parties have traditionally run the country in ways that are fundamentally different, which has significance for the ways in which we are funded and regulated. In fact, our actual existence as we know can cease to be given the government of the day. For instance, the Conservative government has traditionally encouraged private firms to supply health care services and for those who can afford to, to pay for their own treatment through private heath care schemes. The Labour governments of the past, with possibly the exception of Tony Blair, has been known to favour public ownership and regulation of health care provision. In this regard, it is important to speculate on who will win each general election and plan for their kind of policies and regulation, as well as funding, that the organisation will have to operate under.
The economic factors will impact on our ability to operate within our budget and will determine whether we can deliver our expected services. The economy addresses all supply and demand elements, so where there is high unemployment, the organisation may not have to pay relatively higher wages. As demand for staff rises, so will the cost of employment. Rates of inflation will determine whether the organisation can afford to purchase the items it needs to operate properly. Therefore, the indicators that the government publish, such as expected rates of interest, should be of interest to the firm, for planning purposes.
Social factors are those that impact on the size of the population and what trends are prevailing in each unique or distinct community. Factors such as the percentage of young or old people in the population, will have an influence on the organisation. It will determine the need for specific services, for which the organisation will need to plan itself. The views of people with regards to types of medication, how they feel about specific conditions, are all social factors that will have an influence on how the organisation delivers its services. Religious and cultural views affect people’s behaviour so are important considerations. They make a significant difference to operations.
Technological factors can give the organisation a competitive advantage or do so for the competitors. The company must keep itself knowledgeable about new technology and understand who is adopting them. The organisation has to note that the introduction of technology can be resisted so the process of change must be structured and managed within a framework. Even though technological advancements can reduce the cost of production, it can be capital intensive, so significant studies must be done prior to the approval of any technological implementation by the firm.

In closing, the political, economic, social and technological factors are elements we cannot control internally, but as has been shown, they will impact on the ability of the company to reach its corporate objectives and deliver on its commitment to shareholders.

Sincerely

Yvonne Frazer

Signed

AC 3.1 
What is Employee Behaviour and describe the two main types of employee behaviour. 
Employers look for applicants who are, as far as possible, already skilled, confident, able to get on with a job with minimum direction and training, and will understand what is needed in the context of that company (Cottrell, 2010). Employee behaviour is a reflection of the way in which the employee behaves towards meeting organisational goals.
Employee behaviour reflects that way that workers carry out their tasks at work and how well they adhere to the rules of the organisation. Are employees coming to work, are they doing so on time? Do they come back from breaks or holidays as stipulated? 
With regards to their tasks, are they performing them as expected, meeting quality and other thresholds? 
Explain briefly the key influencing techniques of the management of managing the behaviour of employees.
Employees’ behaviour can be managed through rewards, such as salary, promotion and training and by punishment, such as warnings and fines. Management has a role to ensure that employees are aware of the expected behaviour from them.
Managers need to acknowledge the work of their employees, according to (MSG, 2017b). Their work must be appreciated both in private and in front of other employees. Awards such as, Employee of the Month can support development of staff.
Management must also ensure that work allocated to staff can be complemented. It is very demoralising to be tasked with work that does not seem feasible to the worker. Performance must be monitored, to ensure that employees are on track, and where necessary, offer training and other support for them to excel.
AC 4.1

How technology has supported the business in general, present the key advantages and disadvantages of using information technology in your selected organisation.
The organisation makes use of different types of technology, which Oxford Dictionary (2017), defines as, the application of scientific knowledge for practical purposes, particularly for industry. Technology has a significant role to play in improving the communication of the organisation. 
The use of emails. It has led to a reduction in incoming calls because the organisation is now using emails to communicate with third-party professionals.
The introduction of mobile phones. This has allowed incoming communications to be sent via text messages, which reduce the calls. It has improved the response rate of the customer care staff, who now have less calls to deal with. The temperament of the telephonist remains constant during the day and she is exhibiting improved emotional intelligence.
Technology can help to create the enabling environment for the flow of information to improve. When information can flow freely up, down, horizontally and vertically around the organisation, it allows it to be better organised. Each member of the firm can access the knowledge that they need to work more effectively.
Technology is synonymous with innovation and has allowed a Voice Over Internet Protocol (VOIP) telephony system to be arranged which improves the system and costs less. The internet has made it easier to find suppliers, get information about competitors and reach out to customers through an organisation website.
The use of databases has speeded up the tasks of the receptionists in the office. Information about clients is accessed much faster during calls, improving efficiency. The use of presentation software has improved the way that information is shown to staff and third-party professionals both internally and externally. 
Many of the software programs used are compatible with those used by other organisation, making the sharing of information faster. This has generally improved the decision making process in our organisation.
The introduction of technology in the organisation is leading to some people losing their jobs. As efficiency and productivity increases, less people are needed to accomplish the same tasks. For those who retain their jobs, they have to retrain so that they can use the new technology. As job roles change, so does the way that people interact in their jobs.
Technology is therefore, bringing change to the organisation. This change has to be managed effectively otherwise, the advantages will not be realised. In our organisation, some people were resistant to the changes, and it cost the company significant amounts of money to implement the changes successfully. During the transition period, productivity suffered significantly.
Therefore, technology brings advantages, such as improving information flow and supporting innovation in the organisation. It can speed up the processing of information with software and hardware that is appropriate. The introduction brings about change, which must be managed and there are costs involved with the introduction of new technology into a firm.
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