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[bookmark: _Toc501533843]Introduction
In day to day operation every person faces some problems in workplace. Problems may arise within or out of the organization but they have important effect on the performance of the person and organization as a whole. The strategy for tackling these must be developed in such a way to solve both organizational level and personal level problem. In this module how problems are solved incorporating critical thinking and innovative information technology based on the context of Phoenix Life Ltd will be discussed. The essential contents covered are definition of problem, organized steps to solve any problem, how problems affect the psychological health of human, critical thinking and steps of critical thinking, how critical thinking helps to tackle identified problems, key influencing factors affecting decision making process, employee behaviour and techniques for managing those behaviours and uses of information technology for improved communication system in the organization.  
[bookmark: _Toc501533844]Part-1: Skills needed to tackle the problems in an organization successfully 
1.1 [bookmark: _Toc501533845]Defining problem, different stages of problem and identifying the psychological impact of problem on human health
Problem: Problem can be defined as a situation or matter appeared as unwelcome and harmful that needs to be dealt with or solved. Problems can arise from personal level and organizational level (Savitch and Mock, 2012). Health problem arise due to sickness, financial problem can arise from shortage of cash, and problem can arise from changes in economic variables such as increase in interest rate or inflation. These problems must be checked to the efficient operation of the organization.  
Seven steps to efficient problem solving: Problem solving process starts with proper identification of the problem.  Here are the steps of effective problem solving process: 
1. Identifying the problem: problems must be defined clearly and precisely at first. Different people might have variety of views about the problem that must be considered while defining the problem. Breaking down of the problem is important here. Breaking down of problem means explain the situation, identify the goals and find out the possible barriers to achieve the goals. 
2. Brainstorm the possible solutions: in this stage it is important to generate as many ideas as possible to deal with the problem but evaluation of the possible solution must not be done here (Savitch and Mock, 2012). After taking ideas from all they must be listed and even if the ideas are crazy or wild they must be included.
3. Evaluation of the possible solutions: here the possible solutions found in previous stage are evaluated through identifying the advantages and disadvantages of all the possible solutions.
4. Choosing the best possible solution: from the available alternative solution the best possible solution is selected here (Savitch and Mock, 2012). The best possible solution must be helpful and achievable.
5. Planning the steps to carry it out: After selection of the best possible solution how it will implemented is planned. Organized planning with sequential steps is done in this stage.
6. Carry out the plan: the plan made in the previous steps will be carried out here. The plan must be written with all the details and implications to ensure the proper implementation.
7. Reviewing the outcome: this include monitoring the implementation, taking feedback, evaluating the results to find out whether the solution is successful (Lee and Paradowski, 2013). What are the positive effects and demerits of this solution are also critically evaluated and how it can be improved. 
How problem affect psychologically on human health: workplace problem creates stress on mind which can emit both positive and negative forces. We need to concern about the negative forces created by stress which has adverse impact on the mental and physical health of the employee in an organization. The positive forces created by stress can work as stimuli to improve the performance. In an organization problems may arise due to antagonistic relationship with superiors and colleagues, bureaucratic constraints, family conflict, performance pressure and job security (Lee and Paradowski, 2013). These problems cause acute depression, anxiety, mood disorders, loss of productivity, higher absenteeism etc. Long term metal pressure and stress on mind can damage the physical health of the employee drastically.
Simple and complex problems in Phoenix:  IN Phoenix Life ltd, the simple problems are those problems which are dealt with a predetermined standard solution package. An example of simple problem in Phoenix is malfunctioning of the computer that is solved by the technician with the help of their professional knowledge and specific tools and techniques. Complex problems are those which are unique in nature and needs to develop specialized solution for tackling each problem (McDaniel and Rutström, 2010). One example is conflict among the employees for both personal and professional reasons. Personal conflicts are more complex and need very cautious and critical solutions. 
[bookmark: _Toc501533846]1.2 Critical thinking and how it can assist in workplace for tackling the identified problems
Critical thinking is the capability to think clearly and rationally about what to do and the ability to incorporate independent and reflective thinking. The key steps in critical thinking process include:
1. Organize the information: the key information is collected and structured appropriately 
2. Structure reasoning: information is analyzed and based the analysis rationale reasoning is done considering the different opinions of different parties. 
3. Consider evidence: evidence of the arguments behind the reasoning is justified here.
4. Identify the assumptions: whether the arguments are valid and well informed is determined here and the required assumptions are also identified (Nutt and Wilson, 2010). 
5. Evaluation of arguments: here the arguments for and against the possible solutions are evaluated. And the best solution is chosen.
6. Communication of the solution: the selected solution and plans for implementing the solution are communicated orally or as written plan (McDaniel and Rutström, 2010). 
How critical thinking and innovation can assist Phoenix in tackling the identified workplace problems: 
Phoenix life is one of the leading life insurance companies in UK. With critical thinking and innovative approaches it tackles its problems in workplace. For resolving the workplace conflicts phoenix usually take the help of an independent supervisor who monitors the interaction of staffs and superiors (Nutt and Wilson, 2010). When a conflict arises all the parties involved are summoned to present their opinion. After taking feedback from all parties the evidences for validating the opinions are searched. Finding out the actual reason and sources of conflicts separate decisions are taken for individual problems. All the time fair and unbiased treatment is ensured in Phoenix. With innovation in technology information system has been improved much more than before. Transparency of information is ensured and availability of information helps and prompts the effective decision making process. 
[bookmark: _Toc501533847]Part-2: Organizational analysis and communication skills
[bookmark: _Toc501533848]2.1 PEST analysis of Phoenix Life
Political factors: As Phoenix life insurance provides insurance services in many countries, it faces different political culture. Political environment affecting Phoenix life includes the regulatory requirements, insurance regulatory bodies, trade regulations, bureaucracy and interference by government in insurance industry, labour law and taxation policy (Browne, 2014). All these factors affect Phoenix’s business operation both favourably and adversely. 
Economic factors: economic factors affecting Phoenix vary country to country as economic environment is not same in all countries (Browne, 2014). Economic factors include inflation rate, interest rate, foreign exchange fluctuation, market demand and supply condition, competition among the existing players of the industry, economic growth, unemployment rate etc. these economic factors affect the profitability of Phoenix in a particular market. For example if the income of the people increases the demand for life insurance policy will also increase.
Social factors:  Demographic characteristics of the residents, class structure, education level, health and environmental consciousness etc are social factors affecting Phoenix life (Browne, 2014). If the residents of the country are more conscious about health the demand for life insurance policy goes up.  Preferences, taste and attitude of customers of the market are important consideration while designing the marketing strategies. 
Technological factors: the speed of technological development is necessary to be considered while making long term decision of the company. If the technology changes very frequently phoenix needs to adopt the new technology to be competitive (Mercer, 2009). Switching technology and installing the new one cause’s higher amount of expenditure for the company. So before making investment in operating assets and financing decisions this factors must be considered.


[bookmark: _Toc501533849]2.2 Reporting to the line manager of Phoenix about the impacts of political, economic, social and technological factors on the operation of Phoenix
Phoenix has been the leading player in insurance industry of UK and other countries for several decades. There is no doubt the success is the results of prudent operating, investing and financing decision. Nevertheless the huge success of the company, Phoenix needs to consider the possible adverse forces created by changes in political, social, economic and technological environment of the countries it is currently operating and planning to penetrate in future. The stability of political and economic condition is the prime concern here. People will be more interested in life insurance if the country has stable political situation and sound government policy (Mercer, 2009). Stable market condition is needed to make any investment decision. Changes in interest rate and fluctuating exchange rates can hamper the return generated from investment. Social factors like values, norms, religious belief are important  consideration for marketing and promotion strategy as customers will be attracted if the message is sent is the appropriate way. Technological advancement and adoption of newer technologies increases the efficiency in operation along with additional costs (Mercer, 2009). It must be kept in mind while making such decision that the benefits from the new technology must overweigh the costs of acquisition. 
[bookmark: _Toc501533850]Part-3: Understanding and managing the employee behaviour
Employee behaviour: Employee behaviour is the reaction of employees to a particular situation while working (Browne, 2014). Behaviour of the employee must be sensible and rational not only to get appreciated and promoted but also to ensure a sound and healthy work culture. 
Types of employee behaviour: The two types of employee behaviour are Task performer and Counterproductive work behaviour. Task performers are employees who are well aware of their responsibilities and what are they expected to do at workplace. They are committed to fulfil their responsibilities. They thoroughly concentrate on their work, clearly focus on their targets and maintain the strict deadlines for achieving the goals within the prescribed time. These employees maintain a close coordination among the clients and customers while working (Browne, 2014). They have very low error tolerance level and guide or train the fellow workers for completion of the task efficiently. Counterproductive work behaviour has the tendency to harm their working place. Employees with this type of behaviour are supposed to criticize their organization, abuse the superiors and fellow workers and to violate policy of the organization. They often engage in undesirable activities and unproductive task along with stealing and wasting of organizational resources. This type of employees harms the reputation of the organization and spoils the work culture and peace.  
Key influencing techniques for managing the behaviour of employees:  
1. Managers need to acknowledge the hard work of employees: recognizing the contribution of the employees, rewarding and demonstrating the desired behaviour helps to motivate the employees to work for the best interest of the organization (Paillé, 2012). This type of positive reinforcement helps to improve the performance of the employees. 
2. Make sure no employees are overburdened: Sufficient flexibility and compassion for the employee will help to gain the loyalty of the employees. If the personal problems of employees are given importance and considered when delegating the responsibility of a task, it will encourage the employee to be committed to his or her responsibility (Paillé, 2012). They will then voluntarily contribute for the best interest of the organization. Emotional attachment and job involvement are ensured through this technique. 
3. Regularly interact and monitor the performance of the employees: managers need to meet the employees and monitor their activities on regular basis. Regular interaction with employees helps to strengthen the communication system within the organization (Saragih, 2015). Close monitoring helps to reduces the chances of mistakes and improve the skills of the employees as supervisions reveals the possible lacking of the employees. 
4. Put quality communication in place: Proper communication is one of the most important drivers of organizational success. All the employees around the organization must be well informed about plans, workings, policies and guidelines. Communication system must be efficient so that all the members are informed without any delay. Strong communication system will helps to increase coordination among the members and collective efforts to achieve the targets more effectively. 


[bookmark: _Toc501533851]Part-4: Implication of data analysis and information technology
How information technology has supported the operation in Phoenix: 
The information technology is supporting the operation of Phoenix in managing the database of clients and other financial information. Integrated information management system has made it possible to share the information without any cost and barriers. Phoenix can easily handle the clients’ complaints and evaluate the feedbacks. Prompt response to customers query and quality services provided to customers has played an important role behind the success of phoenix. In case of any claim arise phoenix can collect data from different reliable sources with very low cost and time (Savitch and Mock, 2012). The information provided by clients also can be verified and inspected more efficiently through communicating different related parties online. Efficient uses of information technology has improved the operational efficiency and increased the competitiveness in insurance industry. 
Key advantages of ICT:  
· ICT has made the services provided by Phoenix available 24/7. In database management and interpretation of data phoenix enjoys great benefits from ICT.
· ICT improves the communication all over the organization. 
· Reliable and accurate information availability improves the decision making process (Saragih, 2015)
· ICT helps phoenix in attaining cost efficiency and increased productivity.
Key disadvantages of ICT: 
· ICT creates openness and it causes mingling of different cultures which may cause instability in workplace culture. 
· Health issues may appear because of higher uses of technological devices such as computers
· Security issues are an important concern as the personal information of the clients are collected and preserved for the insurance policy purposes (Saragih, 2015).
· Higher cost of obsolescence of old technology and adoption of new technology make it difficult for the organization to update their existing technologies frequently. 

[bookmark: _Toc501533852]Conclusion
When starting for solving a problem, there arises the conflict for selecting the best solution. Most of the time people are conflict averse and try to avoid any situation needs to be dealt with conflict. But conflicts are necessary at the time of solving problems as they create opportunities to find the better solution and improve the decision making process. One of the major problems in problem solving process is that people have the tendency to come up with a solution immediately or at the beginning. It is the common mistake as people tries to put the solution at the beginning of the process when solution comes at the end of the problem solving process. Critical thinking and reasoning with rational arguments helps to improve the decision making process. Uses of information technology assist in improving the performance. 
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