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In this report for the module on Problem-solving and decision making, I will present a complex problem facing the NHS and health care organizations. This problem has been very complicated to resolve since the United Kingdom became one of the countries with many nationalities speaking different languages. During the past years, the per cent of non-English speakers had increased due to high emigration from outside countries. Good communication in the health care sector is essential for both patients and doctors because there is a risk of accidentally making mistakes from both parties. In purpose to try To find an intelligent solution for this complex problem, the report will use six steps for practical problem solving as well as tools and techniques like cause-effect analysis, brains storming, The SWOT Analysis and give an implementation plan to clear up the problem.
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[bookmark: _Toc71229363]It has been a short time since I started to work in the health care sector as a receptionist. I have noticed that there are many problems in this area; for example, one of them is a terrible hospital organisation, as wherever you see it is a mess. However, I think it is expected as they have many patients to attend to every day. However, one of the biggest problems is the communication between patients and doctors who speak different languages. This problem has been very complicated to resolve since the United Kingdom became one of the countries with many nationalities speaking different languages. 
During the past years, the per cent of non-English speakers had increased due to high emigration from outside countries. Most people came to the country without any knowledge about the mother language of England, and a significant per cent does not want to learn, exempting the older people as it is difficult for them to learn new things. It is pretty sad to see people who cannot explain their problem as they cannot speak English. However, we always try to communicate with them as much as possible with non-verbal communication or interpreting services. However, even if we use interpreting services, we complain about how bad the translation was as the company we work with is cheap, and the translators are not prepared enough. We cannot lead with so many people with different languages as we are not prepared to communicate with someone who does not speak our language. Even if we have fewer people to attend, that makes us work extra hours, not giving everyone the same service and being more careful not to make any mistake.
I also observed that most of the patients leave the hospital. After all, they get tired to wait for someone who can understand them, and people leaving with confused face because they could not understand the treatment explained by the doctor. Due to this problem, we receive fewer people, which caused the decrease in income and the hospital's bad reputation. Non-English speakers preferred to use homemade treatments from their countries, and I think that is normal because putting myself in their shoes, I would not trust someone that I cannot communicate with.
(Anon, 2010)
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New patient with different languages 
Unsatisfying patients 
Working extra hours 
Poor communication between doctors and patients
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Using the cause-and-effect analysis to analyse the complex problem

The cause-and-effect analysis is a technique that helps to discover all the likely causes of a problem. It was invented by Professor Kaoru Ishikawa, who was born in Tokyo, Japan, and knowing as a Japanese organizational theorist. He created this magnific diagram in the 1960s. It is also known as the fishbone diagram because it has a curious shape to the fish's skeleton. It can be used to:
· See the original cause of a problem.
· Discover bottlenecks in your procedures.
· Find where and why a process is not running.
(Mind tools,2014)
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Analysing the diagram 

The fishbone diagram explains how the principal causes have guided the different results in the diagram. The first thing that made all this problem started is the increase of non-English speaker in England. This increase made the hospital received more patients unable to speak English. A high per cent of them do not want to learn the mother language of this country, and it is pretty frustrating for the staff in the hospital because they do not help us and do not want to help themselves. However, on the other hand, there are older adults with difficulties in learning, which is acceptable, but we need to be more careful with them. Using cheap interpreting services made the hospital waste money that can be used for other things like new equipment for the hospital or even for new instruments to translate. As it is a cheap interpreting service, it also affects the communication between patients and health staff in the hospital, which made us work extra hours to understand the patient and not make any mistake. The staff in the hospital is definitely not prepared to communicate with non-English speakers. If the staff cannot communicate with them, that made the patients confused, unsatisfying and made them leave the hospital. Patients leaving the hospital made a loss of income and finally a bad reputation for the hospital.
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Here I would mention some possible solutions for the lack of communication to find the final decision for this complex problem. It is a challenging problem for the hospital but not impossible to defeat with a good plan:
· Increase the budget for interpreting services.
-       Interpreting services are essential, and it is necessary to invest in it as well as equipment for the hospital.
· Translators must be more professional and have the necessary knowledge to translate our patients.
It would be great to have professional translators and consider more the result than the cost.
· Give training on how to communicate with non-English speakers to all staff.
-       The training is necessary in case the interpreting services are busy.
· Online services in different languages.
-       Patients could book appointments more efficiently instead of calling to appointments department and receive treatment in their mother language.
· Migrants must learn English to communicate effectively with health professionals.
-       They need to have a minimum knowledge of how to speak English as we are in an English country. Of course, It would be more difficult for old adults because of their age, but they can always have language support.

(Anon, 2010)
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SWOT Analysis is a procedure used to help people or business reach their goals by understanding their strengths, weaknesses, opportunities, and threats related to work or life. By performing this analysis, it is possible to discover hidden opportunities, find weaknesses, and try to make them less unforceful or even remove them from the list of weaknesses. Once these elements have identified, it will be easy to exploit opportunities and eliminate the threats to move further. (Gravells, 2010)
A SWOT analysis will calculate the range of solutions and pick the correct route for the hospital's problem, which is lousy communication with non-English speakers.
	STRENGTHS 
	WEAKNESS 

	· Staff willing to work
· Staff with good experience 
· Effective management department 
· Students willing to help 
· Workers willing to learn 
· A good hospital budget 
	· Inadequate interpreting service 
· Unsatisfying patients
· Poor communication between patients and staff 
· Staff tired to work extra hours 
· Bad reputation  

	OPPORTUNITIES 
	THREATS 

	· Government support 
· New online technology 
· Non-verbal communication trainers 
· Free English teaching for new emigrants 
· Language support for older people with difficulties to learn
· Better interpreting companies 
	· new emigrants do not want to learn the language
· loos of income due to unsatisfying patients 
· Waste of money due to contract poor interpreting services 
· better-prepared hospitals opening
           




Looking at the SWOT analysis and considering the four points (strengths, weakness, opportunities and threats), the best options are: Stop wasting money on inadequate interpreting services and work with companies with better preparation and better interpreters. Having a knowledgeable company working with the hospital can considerably improve communication with non-English speakers. Management needs to provide professional training for the staff focusing on non-verbal communication skills so the patient does not get confused when speaking with them. The introduction of new online technology like a new app or website where the patients can manage their information or plan an appointment will make the difference. It will be easier for the patient to understand their situation as they could change the language with just a click. If the hospital is short of budget by any chance, they can always ask for government support, as in this country, they concentrate a lot on health care.
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Plan for implementing the solution. 

To implement the plan, the hospital needs to invest more in translators, training for staff and new online technology. The impact of invests on better translators will be a more precise communication between health care professionals and patients; money will not be spent in vain it will be a worthwhile expenditure. It will help workers have a standard work schedule instead of working extra hours and pay them unnecessarily. Training for staff focus on non-verbal communication will give the staff new knowledge and communicate better with the patients. A good hospital needs to be reliable, so training is necessary to create a strong trust between patients and doctors. If we have the patients' confidence, we will have more patients and consequently more income for the hospital. Also, it will be helpful if the interpreting services are busy. Finally, the introduction of new online technology is essential as the world and the industry are growing every day. Hospitals need to update every new technology in order to avoid being left behind. As I mentioned before, a new app can be more accessible for patients to receive or send information about their health. Therefore, It will be easier for the hospital to manage the information for all patients. Management needs to implement these solutions to increase income, hospital reputation, and poor communication with non-English speakers.
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Once the strategy is ready, we need to communicate the plan to the stakeholders, which is, in this case, are patients, employees, government, suppliers and interpreting companies. This formal communication is necessary to know their opinion, make them work with the company, and make them feel valued within this new strategy. To transmit the plan to the employees, the hospital needs to organise a meeting to know their opinions. Even the management could get more ideas from this future meeting. It will be an excellent idea for the patients to do surveys to know their ideas about the plan and have their perspective from outside the hospital. The government, suppliers, and interpreting services will be informed by e-mails, phone calls to know the total cost that we will spend to make the plan happen and how much the government could help us.
Monitor and review 

After the implementation of the solution and communicate the plan to stakeholders. It is essential to create a monitoring and assessment team that can review how the plan is going. Meetings need to be organised every week with employees to know their feedback and private meeting with the management to consider any change in the plan or if the program needs remaking. Surveys can still be used for the patients to know outside point of views. Monitoring the plan benefits to guarantee that the solution is being completed as expected
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