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The following report aims to present comprehensive and detail theoretical and reflective discussions on decision making skills and change management skills in workplace context. Decision making skills and change management skills are skills that are of great significance to any workplace. Decisions are made across the workplaces at different levels and they are made by different people at different hierarchies. In this report, I have reflected on a particular work-based problem that I faced at my recent employment and I have discussed how I have utilized my decision-making skills and change managing skills in this scenario to come up with the best solutions. I have been working as a hospital porter in Sodexo health care, and I have been working here since 2013. Being a hospital porter, I have some clearly defined roles and responsibilities in my workplace. My job at the health care institution can be referred to for discussing how I use decision making skills and change management skills at my workplace. 
[bookmark: _Toc18094150]Job position and the roles and responsibilities 
Since 2013, I have been working as a hospital porter in Sodexo health care. Sodexo Healthcare is a leading provider of services to the NHS and private healthcare organisations in England. They aim to provide quality of life servic 1805925
 es. The organisation is a reputed employer in the health care sector in the UK. They not only offer a quality working environment, but they also provide ample opportunities to one to grow and develop their career within the domain of their expertise. Working here at Sodexo, gave me the opportunity to make good use of my decision-making skills and cope with the implemented changes- in several occasions. It is dynamic workplace and thus, our job nature have also been quite accordingly. 
Hospital porters have important roles and responsibilities within a hospital workplace. In general, the key responsibility is to assist the doctors, nurses, and other professionals. As a hospital porter, my tasks include moving patients, equipment and numerous other medical paraphernalia between the various areas of a hospital; ensuring that the operations run smoothly at the hospital; delivering patients' meals and keeping the patient’s rooms or beds well-organised. Also, given the nature of my workplace, I need to have the basic work knowledge of the organisational operations at hospitals, HR management, basics of health care services and the basics of stakeholder management (Acello, 2007). I also had to have adequate reporting and researching skills as technical aspects of my job. Like any other hospital, Sodexo health care inhibits strong team culture and in order to perform effectively at the workplace, one needs to have adequate team working skills. There have been vertical work groups and horizontal work groups at our workplace- meaning that the hospital porters have their own work group, and they also work as team members with other health care professionals, staffs and providers. The aim of our tasks is to ensure that quality health care is being delivered to the service users. I have a positive approach towards my job and my duties (Bryant-Smith, 2018). Being an employee who constantly looks for the opportunity to grow and develop own skills and career prospects, I take my duties seriously and with much commitment. 
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Work based problems refer to issues that employees might face within their workplaces. Work-based problems can be of different natures. These can include problems that are more of a personal level such as one’s constant failure to be on time at the workplace, or these can be more of the professional level such as problems faced when managing a difficult patient or handling a difficult situation arising at the workplace (Clifford and Thorpe, 2007). Work-based problems may also arise in context of team setting when the team members fail to coordinate or collaborate with each other properly. Then there are work related issues such as equity and diversity issues, ethical dilemmas etc. It is suggested that employees maintain a positive approach towards work-based problems so that they can solve them more effectively and efficiently. Positive approach involves dealing with the issue with expertise and scrutiny rather than getting anxious or confused in such situations (Donaldson, 1996). The scale of work-based problems also differs. Small scale problems can be managed by the involved employee by him/herself, whereas large-scale problems that affect the work unit, should be handled in a team effort, and with the sufficient interference from the managers. 
Work-based problems are common at any workplace. And it is important that the employees have the necessary skills and knowledge to deal with them effectively. This is one reason that employers look for skilled employees. Because hiring unskilled employees affect the flow of operations as those employees fail to respond to situations properly (Eden et al., n.d.). In order to deal work-based problems effectively, one requires problem solving skills and decision-making skills. 
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One’s perception of the problem and the willingness to deal with the problem are crucial for effective problem solving at workplace. These result in the motion required for solving the work-based problems. According to Hind and Moss (2011), there are three phases in managing work-based problems. First one recognizes and understands the problem, then he evaluates and implements the solution through constructive decision making, and finally, s/he verifies the effectiveness of the problem solving. 
Payne (2004) suggested two approaches to problem solving- crisis intervention and task-centred approach. Crisis intervention involves the consequences of major issues and deals with events that have affected one’s normal functioning. Task centred approach is the one that “deals with a wider range of problems and does not necessarily focus on the immediate situation, instead it seeks to identify and respond to major continuing problems” (Makely, Badasch and Chesebro, 2014). Task-centred approach is more common in health and social care settings because of the common nature of activities. However, in critical situations, crisis intervention approach is also taken to deal with major problems. 
Some theorists have also categorized problems at work in three categories- 1. conflict at the level of values, 2. complex problems that are not related to values, and 3. simple problems (Pattison, 2010). The first problem arises when there are conflicts in the values between professionals or service providers. Individuals are likely to differ in their values and when two values come to a conflicting point in a given scenario, then the employees might find themselves with critical work-based problems. For example, a physician and a diet expert may have different values which influence their decision towards a particular patient case. In this situation, a hospital porter might be in a dilemma if the instructions are different. Then there are also problems that do not revolve around values but are complex in nature. For example, a hospital porter might find himself in the position in which important equipment is needed at two different work units at the same time, and there is a single set of equipment at the hospital at that time (Theobald and Cooper, 2012). Then there are simple problems such as a patient not following the medications, or a lack of cleaning supplies on any particular day etc. One’s approach towards these different work-based problems is important to the effectiveness and efficiency of the problem-solving. 
Health care providers including hospitals experience various work-related problems other than the treatment of their patients. Such problems include management and people problems, service delivery problems, logistics issues, resource allocation problems, and maintenance problems (Theobald and Cooper, 2012). Unfortunately, hospital management and their staffs seldom use effective tools in addressing these issues. Often times, problems remain unsolved or reoccur, because of the subjective approaches, reliance on personal styles, and mostly qualitative approaches towards the issues. According to professionals, health care sectors need to adopt tools and methods used by the other industries to solve their work-based issues (Pattison, 2010). These simple tools have proven effective in dramatically reducing if not eliminating defects, failures, wastes, and customer complaints in these businesses. Studies show that the hospitals and other health care institutions that have implemented a Total Quality Management (TQM) program for quality control and managing the effectiveness of the process have been able to improve their services.
Health care centre administrators also suggest pragmatic approach to problem solving. pragmatic approach to problem solving refers to “the process of solving problem in a sensible way that suits the conditions that actually exist now, rather than obeying fixed theories, ideas, or rules” (Theobald and Cooper, 2012). It has been found to be more effective than idealistic approach, in workplace scenarios. Pragmatic approach is more suitable in health care context because the problems require practical solutions rather than idealistic solutions. For example, if a hospital staffs underperforms at his duty in the hospital, then the best approach is to have practical approach towards the problem and fix the behaviour through effective reinforcements or other necessary measures, instead of being artistic or idealistic towards the issue. Because in a business context, the manager may risk the time and efforts in having idealistic approach towards such issues, but in a health care context, there are not many scopes for being idealistic with the issue. 
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Decision making is the process of selecting a particular option from a set of alternatives, which appears to solve the problem more effectively and efficiently. Decision making styles can be categorized as directive decision making, analytical decision making, conceptual decision making and behavioural decision making (Theobald and Cooper, 2012). 
Directive decision making features rational approach towards a problem and low tolerance for ambiguity. This works well for pros and cons situations. The managers use their own skills, expertise and knowledge in making the decision (Donaldson, 1996). Employee participation in the decision making is mostly absent. In health care sector, directive decisions are made by the top-level management regarding the hospital shift, arrangement of the patient wards etc. Service-related decisions made by the doctors and other health care professionals are also examples of directive decision making (Clifford and Thorpe, 2007). 
Analytical decision making involves brainstorming, collecting and analysing information, adaptability and participation. It is made at the midlevel and lower level work units at a hospital. Significant work-related decisions made by the hospital porters fall under the analytical decision-making process (Donaldson, 1996). 
Conceptual decision-making features social and creative approach towards a problem and making decisions to solve it. Such decision-making style is rare at health care service workplaces. And behavioural decision making involves making decisions upon the consideration of human behaviour (Eden et al., n.d.). This is a highly group-oriented decision-making style. Problems that require introspective approach- are the ones that require behavioural decision-making. 
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[bookmark: _Toc18094155]Defining the problem
One of the most critical work-based problems that I faced most recently at my workplace is the poor communication between the team members. Poor communication or lack of communication in the team and with other service providers created serious lag in the system. For example, there were several times when a patient needed to be transferred to a different unit within a given time, but because of miscommunication among the staffs, they were being transferred late or were not being transferred at all. There were also situations in which hospital equipment was needed by different professionals, but the lack of equipment made it difficult to meet the demands. Due to the lack of communication, the supply of the equipment was always late, and thus, the overall system was getting affected by the communication gaps. 
The reason that poor communication is considered a complex problem in the health care context is that communication is the key to the flow of operations at any organisation. Poor communication affects the operational flow and creates serious mismanagement in the system. Even a simple miscommunication can affect the delivery of services at hospitals. For example, in my own workplace, there seemed to be a significant lack of vertical integration which affected the flow of communication among the hospital porters and the care providers. In order to deliver a patient to a different unit on time, or to deliver the necessary equipment to the work units properly, the doctors and the hospital management need to inform the hospital porters in time (Eden et al., n.d.). The delivery of food and beverages to the patients on time is very crucial, but often gets delayed due to the lack of communication with the nurses. However, the solution to this problem was not easy either because there are workloads at each unit of the hospital, making the workgroups busy at their own tasks. Also, hospital porters do not have any control over the activities of other staff groups and thus, the issue with poor communication was quite critical at the workplace. 
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Collecting and analysing the information related to the identified problem is the next logical step after acknowledging the problem. Both task-centred approach and pragmatic approach to problem solving suggest that one must gather information from reliable and useful sources to further evaluate the issue and determine the alternatives to solve the problem (Donaldson, 1996). Thus, as usual, I searched visited all different parties involved to my work context and took their responses on the matter. I communicated with my peers, the service professionals at my work unit and the nurses. The reason was to inform them about the communication gap in the system and to involve them to the solution process. Talking with my peers, we discussed the communication issues within our own work group. It is to be noted that hospital workplaces are strictly based on systems and procedures that everyone involved are expected to follow and maintain. Yet, the employees are also expected to take charge of their own activities because given the scale and scope of the roles and responsibilities across the hospital, it is not possible for the manager to directly control the performances. As the team leader at my own work unit, I was expected to ensure that my team performs up to the standards and deliver tasks with the expected levels of productivity and effectiveness. 
The information that we collected on the given scenario, had some interesting leads for us to follow. First of all, I acknowledged that the reason for the lack of vertical and horizontal integration at the workplace is that mismatch in the schedules. Hospital porters were given a time schedule that do not match with that of the nurses or the doctors. As a result, hospital porters were not receiving the adequate information and guidance from the other staffs and professionals, since they were busy with their own schedules. I have also noticed that the hospital porters do not use any technological means to make the communication between them more effective and efficient. These were some of the major problems that I have noticed after collecting and analysing information from the different parties at the workplace. 
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Solving the communication gap across the work units is not an easy task. Also, it is difficult for hospital porters to influence the tasks of other work units such as that of the professionals. However, as revealed from the information search, I could adjust the schedules of our hospital porter group to make sure that they align with the activities of other service providers and staffs. Alternatively, we could take the matter to the management and ask for his interference to the issue. Another option for us was to perform at the current pace and try to make minimum errors in our tasks by focusing on our own roles and responsibilities. 
Then I evaluated the alternatives to find the best solution for my team to avoid the communication gap that we were having with other service providers and professionals at the hospital. The first alternative seemed to be the most logical and practical one because hospital porters are required to ensure that the patients are attended by the doctors and the nurses on time and that the deliveries are made to the right units on time. Therefore, adjusting the schedule with other work units seemed to provide the best solution because this way, I and my team members could perform our job responsibilities more effectively. Also, adjusting the schedules seemed to be the most efficient solution as well because it would not have required any major change across the work units. 
The second alternative, which was to take the matter to the hospital management and ask for their interference, would not have been a suitable option. First of all, the issue required a quick solution. Also, as the team member, I had influence over the activities of my team, and I was required to ensure that my team performs effectively. Asking managerial interference would have been a bureaucratic process, and it would have put a bad impression on my performance since this would have meant that I cannot handle the situation by myself. It is to be noted that Sodexo has a positive organisational culture, and allows the staffs and the professionals to make appropriate decisions from their own job context. The organisation expects its employees to be effective and prompt at making decisions and solving problems arising at their own works. Thus, the second alternative wouldn’t have been a suitable solution to the problem.
The third alternative involves taking a task-oriented approach to the problem, but this alternative has its limitations as well. First of all, the problem was not a simple one, but it was rather complex because the communication gap was critically affecting the work unit at the hospital. Focusing on own tasks instead of trying to solve the overall problem wouldn’t have been a desirable solution in the long run. Even though it would have been a quick solution, but in the long run, our work unit would have still been affected.
Therefore, I decided to adjust our working schedules in line with other professionals that we have been working under.  In this case, I have used analytical decision-making approach since the problem required collection and analysis of the data regarding the roots or causes of the problem (communication gap at the workplace). 
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Implementing the solution involves making changes at workplace. Change is often unwanted and perceived negatively by the employees. The uncertainty regarding the changes are the reason that employees often resist it. Therefore, I had to make sure as a team member that the peer hospital porters at my work unit are informed of the importance of the change and why it is necessary that they embrace the new working schedules to be able to work more productively and effectively at work. I formed a change management team at first, and we created an outline for the new working schedule. We communicated with other staffs and professionals and thus, we took notes that would help us make proper schedules for our team. The participation of my peers in the decision making and change management process allowed greater level of understanding of the new process. Thus, the unfreezing process was smooth and everyone was made aware of the new schedules and its importance. Then the change was brought by implementing the new schedule and on the first day, I took notes on the performance of my team to see if the new schedule eliminates performance gaps or not. I was satisfied to see that the productivity improved significantly on the first day and we were able to save at least 1 hour each day while performing our duties on time. Thus, the change was implemented and the status quo had been refreezed.
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In the change process, our stakeholders were hospital management, health care professionals, nurses and staffs working at our work unit. We communicated the plan with them and informed them of the initial success of the new schedule. Our plan was well received and was approved by the management, which allowed us to work with more motivation and efficiency. 
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We followed TQM method to continuously check and monitor the progress of our performance at work. The TQM framework involves process planning, process management, continuous improvement, total participation and focus on the users (Donaldson, 1996). In this process, I assigned roles to my team members to identify the communication gaps as they appear, inform others, and take necessary measures immediately to ensure that the problem is solved. We also stayed updated with our supervisors, who would monitor our performance and give feedbacks on our progress and performance gaps. Thus, we followed a system of control that reviews and monitors our progress and helps us improve continuously. 
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So far, I have made reflective and theoretical discussions on decision making skills, change management at workplace and handling various work-based problems. I expect that given my knowledge and experience, I will be able to solve problems and make decisions in the workplace and will also be able to manage and implement change in the workplace.  I have also demonstrated the use of my research skills and study skills as I complete this report. I have explored different sources of information to gather reliable data on this issue. The report emphasizes on decision making skills and change management as two important employability and professional skills that employers seek these days, because the workplaces are more dynamic than ever and employees are expected to cope with these dynamic workplaces as they deal with day to day work-based problems. As the report comes to an end, it is expected that the objectives and purpose of the study have been fulfilled. 
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