



Problem solving and decision making
[image: ]
                                                                            
   






Name: Kolpana begum
Student number: 1808707
Module number: BMSK4004
Module: Problem solving and Decision making
Lecturer: Anupam mazumdar
Submission date: 9th January 2020

TABLE OF CONTENTS


Introduction…………………………………………………………………………….….3

Background of workplace organisation…………….……………………………………...3

Workplace problem overview………………...…… ……………………………...………4

Literature review.……………………………………………………………………….…5

Decision-making tools and techniques
· Swot…………………………………………………………………………….....6

· Pestle……………………………………………………………………..………..8

· Fishbone………………………………………………………………………..….9

Evaluating proposed solutions……………………...…………………………………….10

Implementation plan…...…………………………………………………...…………….12

Communication plan for stakeholders………………………………...………………….13

Review and monitoring……..……………………………………………………………14

Conclusion……………………………………………………………………………….14

References …………………………………………………………………………….…15










INTRODUCTION
Problem solving and decision making are aspects we all utilise potentially on a daily basis whether at home or at a workplace. “The analytical process of problem solving is used to identify the solutions for any scenario on hand, whilst decision making is based upon one’s judgement rooted from such evaluation” (Peterson, 2011). Healthy relationships and sublime working practices are essential to the success of any organisation. It is therefore highly important to identify and intervene before small issues turn into grievances or disputes. In this report it is intended to reflect on a personal workplace experience and apply recognised problem-solving tools/techniques to identify meaningful solutions. Additionally, on selection of the most appropriate option it will be necessary to underline methods of implementation plus monitoring reviewing aspects to measure the effectiveness of application.

BACKGROUND OF WORKPLACE ORGANISATION
For the purpose of this report I will be using the pseudonymised name ‘Active Healthcare’ when referring to the organisation in question. The intention of this approach is to avoid any form of unprofessional practice or portray a biased overview of the entire establishment as the disclosed events are solely based on my personal experience. Active Healthcare is an NHS partnered care home based in South East London where I was employed as a care worker for 11 months. Active Healthcare provides specialist residential, nursing and dementia care to approximately 250 residents. Since 1994 the organisation has significantly expanded with nearly over 900 employees working across the UK covering 39 centres (Foresthc, 2018). Dedicated staff assist potential clients with obtaining funding from government bodies and local authorities to help with payments to cover admission fees. The facilities in place accommodate residents between the age of 18 to 100 years with the primary objective to promote independence, choice and dignity of the individuals. 








WORKPLACE PROBLEM OVERVIEW
In this section I would like to discuss in detail about my own experience and the challenges I faced during my employment at the establishment. It is important to highlight more than one issue in order to demonstrate the dynamics of racial discrimination. 
The application process went rather smoothly with the mandatory requirements met followed up by a formal interview. The interview was going very well until the hiring manager inquired as to whether I will wear my head scarf to work and how often? At this point I did not take any offence to the enquiry as I am very well aware there are health and safety plus personal safe guarding implications when dealing with patients and wearing head garments. I politely expressed that I will be wearing my headscarf at work due to my Islamic religious beliefs and whether this will be a problem. She at that point said no there is no issue and swiftly moved onto discussing the shift patterns etc. This encounter made me feel exceptionally uncomfortable as I did not see the relevance for asking this question if there was no justifiable follow up to my response. In return this also created a form of insecurity within myself pondering if I was wrong to wear my headscarf to work. On the contrary I was offered the position which I accepted and started the following week.
In the running of my first month of employment I came to the realisation that the wing co-ordinate would genuinely avoid me unless it is categorically impossible to do so. At first, I pardoned this conduct as an outcome of him possibly being extremely occupied, not realising my presence, or perhaps that I myself failed to acknowledge him in a manner where he was not able to notice me. Be that as it may, I was additionally starting to feel angry in light of the fact that I was reliably being overlooked. On one occasion, myself (Asian) and 2 fellow colleagues (White) were sitting at a table during our recreational session. The coordinator on his way across the hall addressed my co-workers via their names with a very big smile and stopped to engage in conversation asking how things were going etc. Whilst on the other hand I only received a ‘Hi’ with no eye contact. This was very alarming as I could not understand why I was not receiving the same level of respect and treatment as my fellow professionals. To reinforce this point one of the two individuals had also started employment the same week as myself making me question how she was able to build such a good relationship in a limited space of time.
As the only Asian Muslim female on the team, myself wearing a headscarf appeared to attract a lot of attention amongst my colleagues. Over the course of time the questioning of why I wear a head garment had increased significantly as it was continuously being brought up in random conversations. Additionally, some also assumed I came from Afghanistan as they thought this had the largest Asian Muslim population when in fact my origin roots back to Bangladesh. Such misconceptions made me feel very isolated within my working environment as I felt targeted and singled out based on my background of origin.


LITERATURE REVIEW
The concept of Multiculturalism has enabled societies around the world to be more transparent and welcome different ideas, beliefs, people and cultural backgrounds. According to Anon (2012), multiculturalism is imperative as he believe this helps organisations and people to deviate from ignorance and hugely favours integration. To some extend I agree that such practice promotes an equal platform to embrace diversity which increases awareness and educates people of their social surroundings. Whereas on the other hand this can equally stem conflict/irrational behaviour due to difference in opinion and individuals not being able to accept change in a particular setting.  
Within a working environment everyone must be treated equally and not discriminated against regardless of their gender, race, gender, religion or belief. As a result, the Equality Legislation Act 2010 has been introduced with the clear objective that one should not be discriminated because of their race. (Gov, 2017) The definition of racism enables us to think about different types of racism avoiding the reductionism of many existing definitions. Racism can be set apart by shading ethnicity language culture as well as religion. (Dalas, (2016) Although legislation has been mandated to safeguard individuals from mistreatment this does not totally eradicate racial discrimination as it can still prevail as the following types:
· Direct Discrimination
· Indirect Discrimination
· Harassment
· Victimisation
According to the research undertaken by Jackie (2017), she believes indirect discrimination should not be perceived in a negative manner as it can be justifiable in certain scenarios. If an organisation is able to demonstrate objective justification on the basis of national security or health and safety it should be allowed to categorize individuals. In my view this argument does point out a grey area within the legislation as organisations could use the reasons highlighted as a safety net to avoid prosecution.
In a report published by the University of Manchester, the authors began to explore the relationship between media coverage and the impact on racial inequality. In the build up to the EU referendum (2016) many politicians such as Nigel Farage publicly addressed Brexit is now needed as a result of immigration and wishing to shore up the borders, In reference to Nazroo (2019), this method of campaigning was racism disguised in the form politics and has infiltrated the minds of many. In my opinion the expressing of such content on a public platform would suggest we as a society do not object to this type of behaviour and somewhat accepting. Consequently, breaking down barriers becomes extremely difficult as influencers are able to communicate ideas without any censor.
The literature review presented seeks to move away from the obvious influencers of racial discrimination and touch on how current affairs may also contribute to the overall problem. To some extent we can see legislations are in place to work towards a more tolerant society. However, this can be less effective if politics is used to fuel the ignorant mind set. 

DECISION MAKING TOOLS
It is fundamental for an organisation to assess its current position before implementing any sort of new strategy. The utilisation of decision-making tools helps to identify what’s currently working well, areas for improvement and any barriers influencing development. For the purpose of this report a combination of SWOT, PESTLE and Fishbone analysis will be used to review Active Healthcare:
[image: ]           Figure (source Nishada,2012)
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SWOT ANALYSIS
The SWOT analysis framework is a strategic planning technique designed to assess the following attributes of an organisation: strengths, weaknesses, opportunities and threats. The findings from such an examination helps to identify internal and external factors as well as the direction of a company or proposed idea. To be sufficiently used, a SWOT assessment ought to be versatile since conditions change with the passing of time therefore an invigorated examination should be made routinely to demonstrate a realistic representation.

Strengths:
· The workforce is highly skilled being able to deliver the following care type: Continuing, Dementia, Neurological, Nursing, Palliative (Foresthc, 2018).
· Partnering with NHS which strengthens brand presence
· Expanding at a steady rate and opening more centres around the UK to cater for a larger client base
· Support provided to obtain funding/ grants for contribution towards payment


Weaknesses:
· Unable to maintain consistent compliancy and receive hygiene score of 85% each month
· Minimal available staff time to organise more events and activities for clients
· Open days for families and potential clients are limited 
· Client to patient ratio is not balanced placing more pressure on employees

Opportunities:
· Introduce modern wireless technology and equipment to deliver better care
· Partner with local community and volunteers to plan and organise events
· The potential to expand beyond the UK
· Merge with reputable organisations within the Private sector

Threats:
· Outdated IT infrastructure with Cyber security vulnerability
· Patient coercion to do things they do not wish to do
· High competition within the South East area (NHS, 2019)
· Private sector competitors introducing specialised equipment and attracting larger client base

· PESTLE ANALYSIS
PESTLE analysis is recognised as a strategic management tool used to identify external factors that shape and may impact an organisation’s operations. The word PESTLE is an acronym representing the following influential areas: Political, Economic, Social, Technological, Legal and Environmental. The regular use of such approach allows an organisation to adapt simultaneously with the market change and incur a competitive advantage against its competitors.
Political:
· Recent change of government and political leadership will influence in how organisations operate within the sector 
· Potential in a huge education of budget for upcoming financial year
· Leaving the EU will have an impact on supply and delivery of services within the healthcare sector. (Joan, 2017)

Economic:
· The need to maintain financial performance and work towards a surplus in order to compensate for any cut in funding
· An organisations strategy needs to respond to the clients needs and make inclusion for changes in monitory and fiscal policies (Lea, 2020)

Social:
· Need to be aware of demographic changes within the area of operation
· Changing working patterns to provide more flexibility for work life balance and expectations

Technological:
· Need for IT development to stay in line with data protection any cyber attacks
· Service modernisation and development of integrated care pathways

Legal:
· GDPR regulation enforced in 2018 improve privacy and control over personal data (Bates, 2018)
Environmental:
· Clean hospitals and Hospital Acquired Infection Rates
· Carbon footprint pressures
· Energy efficiency
· FISHBONE ANALYSIS
A fish-bone diagram, conditions and legitimate outcomes graph or Ishikawa plot, is an observation instrument for organizing the potential purposes behind an issue in order to perceive its fundamental driver. Dr. Kaoru Ishikawa, a Japanese quality control ace, is credited with composing the fish-bone diagram to empower laborers to avoid arrangements that simply address the side effects of much greater issue. (Davis, 2017)
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[bookmark: _GoBack]Elements of Racial discrimination and victimization in Britain can't be understood without considering the historical backdrop of subjugation and how these connect to the current era. There is likewise a need to comprehend the more explicit setting in which prejudice is repeated in the public arena as they both share common themes. There are numerous kinds 
The multifaceted nature of how 'race' issues communicate with those around class, sexual orientation, age and inability imbalances proposes a progressively all-encompassing way to deal with handling the foundations of racism is required. Examples of conduct are instilled in both 'full scale' British structures and 'small scale' ordinary British 'culture'. Not all people demonstrate in supremacist ways, however frames of mind and belief systems dependent on thoughts of inadequacy and subjection of specific gatherings, similar to those of inability, class and sexual orientation, are implanted in the manners by which British society has created. (Meeto,2005). The main drivers of the problem are exhibited through poor process and mainly external factors which has created a negative working environment. As the fishbone represents, there are clearly more then one driver which branches many different causes.

EVALUATING PROPOSED SOLUTIONS

As explored in previous sections the contributors to racial prejudice/discrimination can be very complex and dynamic therefore it is important to deliver solutions that are sustainable in the long term. In order to potentially overcome the existing barriers within the identified organisation I intend to propose 2 solutions and evaluate them independently. Such analysis will help to assess the suitability, intended outcomes and possibly barriers of each approach. 

· Recommendation A
In my opinion it would be fundamentally naive to claim racial prejudice/ discrimination roots from one’s deliberate form of action or choice. In all fairness such discriminatory behaviour can be unintentional since a person may have unconscious biases and was not even aware they were being discriminatory. As a result, employees need to realise and be educated on the subject and how their actions, dialogue and manner of interaction could be perceived by others. This can be achieved through mandatory mixed training sessions involving individuals from all levels within the hierarchy to encourage diversity and integration. Similarly, it may also be advantageous to arrange tailored sessions for managers, team leaders etc to address more specific issues that need to be overlooked by members of management. The contents of the session can be enhanced through participants role-playing real-life scenarios and practising positive methods of response. This will allow individuals to step into the shoes of others whilst gradually learn to explore and appreciate the oneness of the workforce. On the downside if such a framework does not already exist it can be costly to seek assistance from external parties to provide training material and resources. Additionally, if the content of delivery is not current and relate able to participants there is a risk of the sessions failing the intended outcomes.

· Recommendation B
The regular updating of the Anti-Discriminatory policy and pro-actively communicating this to all employees will highlight the seriousness of this matter within the organisation. The move in such direction and enforcing changes within the working environment will demonstrate the condoning of discriminatory behaviour and seeking accountability for such actions. The following points are one of many which can be taken into consideration in review of a new or existing policy:
- It may be wise to highlight the code of conduct that is expected from employees and          examples of behaviour that are not tolerated. 
- If found guilty of any misconduct the associated penalties such as suspension, demotion etc could be outlined to make aware of the likely consequences. 
- Outline the process of how victims can file a complaint and what support is available to victims 
- Summarise the stages in how the organisation will review and investigate a complaint put forward by victims
Having a well-developed Anti-Discriminatory policy will provide guidance in how employees conduct themselves within a working environment. An organisation can take this opportunity to tailor the framework as needed so employees can work towards what is expected of them from the employer and the law. One of the drawbacks of this solution is that discrimination can be down to interpretation making it very difficult to understand and transfer complex cases. In review of both proposals the selection of recommendation A appears to be most suitable when focusing on the issue itself and the type of organisation it exists within. Overall option A places more focus on human interaction and communication which weaves in naturally with the necessity of working within the HealthCare sector. Again, such workshops will encourage individuals to explore complex ideas, learn from one another and help to promote a more tolerant working environment. 

















IMPLEMENTATION PLAN
In order to deliver the proposed solution, it is needed to develop to an implementation plan to map out the process from inception to delivery. The overview will break the strategy into logical steps, determine task ownership and when each stage needs to be completed. This approach is very advantageous to an organisation is it allows concise planning along with clear timelines to assess if strategic goals are being met. The compiling of the plan can be time consuming and if evaluated incorrectly can derail the entire project and cause delays. It is needed to consider contingency factors as cost and time frames can be inflated.


	Action

	Responsible
	Priority
	Time frame
	Outcome/ 
Notes

	Outline programme aims and objectives
	Ward Manger
	Medium
	2 weeks
	Clear aims and objectives need to be defined for the purpose of the programme

	Compile bespoke training programme
	Human resource
	High
	12 weeks
	The contents will be complied based on current issues and research

	Propose/ introduce new strategy to board
	Ward Manager
	High
	8 weeks
	Provide overview why racial discrimination workshops are being implemented

	Deliver training to employees
	Internal staff or external training co coordinators
	High
	3 days every quarter
	The frequency of sessions can differ depending on resources

	Review and monitor training programme
	Board of directors
	Medium
	Continuous
	Depending on feedback funding and continuation of the programme will be determined










COMMUNICATION PLAN FOR STAKEHOLDERS

The Communication plan is significant, as it summarizes the method and forms of communication that is needed between stakeholders during the project.  The significance of compelling correspondence with an undertaking's partners is something that shouldn't be disregarded. Ineffectual or lacking correspondence is at the base of project issues, for example, indistinct targets, misconstruing the brief and inadequately co-ordinated collaborations. Effective results and advantages acknowledgment depend upon great correspondence, which requires a decent comprehension of your partners or participants. Partners are the people and affiliations whose moods and exercises influence the achievement and execution of a successful strategy delivery Different accomplices have different interests, outlooks and necessities. Fruitful correspondence ensures that they get information that is critical to their needs and builds inspiring outlooks to your association or undertaking. (linton,2019) Below is a potential communication plan which has been compiled taking into consideration the strategy and organisation in question:


	Stakeholder
(Who)
	Impact
	Message
(What)
	Delivery method (How)
	Frequency
(When)

	Ward Manager
	High
	Highlighting of concerns, issues that need to be addressed 
	Information will be communicated via meetings and reports
	Weekly

	Supervisor
	Medium
	Review staff performance indicators
	Email
	Weekly

	Staff
	High
	Stand-up session to provide status update and assignment of tasks
	Face to face meeting
	Daily

	Board of directors
	Medium
	Review complaints and service satisfaction results
	Email, meetings and reports
	Fortnight

	Patients
	Medium
	Overview of the updating of aims and objectives
	Newsletter and website
	Monthly

	Training team
	Medium
	Review employee feedback for training workshop
	Feedback Document
	Quarterly






REVIEW AND MONITORING
It is important to identify monitoring/reviewing methods at the planning phase of any implementation so a solution can be measured continuously against its objectives. Since group interaction will be an elementary aspect of the training workshop it will be educational to monitor how participants react to real life scenarios during role play exercises. The method of observational note taking and possibly video recording can help to document the activities of each session for reviewing at a later stage. Such an approach can aid in identifying common patterns, areas for development and aspects that are fulfilling session scope. Due to the complex nature and overlapping themes of racial discrimination it is imperative participants have a firm understanding of the issue on hand and seek to find ways to overcome such barriers. Through group discussions and one to one dialogue individuals will be able to express their own ideas and share what they have learnt from the workshops. Through this type of monitoring it will be easier to assess if particular topics need to be revisited or clarified further. Due to financial implications it is not possible to accommodate training sessions on a monthly basis therefore quality of content delivery needs to be measured. The use of client feedback forms and questionnaires are one of the most effective ways to determine how others perceive the performance of a person or strategy. Based on these responses the organisation can realign its strategy in accordance to the audience requirement. 

CONCLUSION
To summarise my findings, I have come to the conclusion that Racial Discrimination is dynamically embedded within society and will naturally influence the workplace environment. It is evident from my personal experience that such encounters can make an employee feel isolated, disconnected from their working environment which will eventually affect productivity. As a result, it is important for organisation to learn to identify such problems and have in place appropriate intervention tools so discriminatory encounters can be avoided. The inclination towards an interactive workshop solution will encourage dialogue between employees and provide a platform to learn about individuality and diversity. Such an approach will help to work towards a more tolerant and accepting working environment with uplifted morale. In order for an implemented solution to continue meeting its objectives it is necessary for the strategy to be updated regularly making inclusion for current themes and barriers. Whilst an organisation may try to improve problems within a work place the media and passing of legislations on the other hand can pose barriers as identified within the literature review. For future development I believe it will be needed to implement more than one solution to tackle racial discrimination at work. The variety of intervention solutions will help to cater for different learning styles and potentially increase the chances of a positive response and heightened awareness.
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