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[bookmark: _Toc58600524]Introduction
Problem solving technique has been described by Maye (1992) to be a system of different thoughts and actions where the organization or individuals take on so they can be in a better position to solve various challenges or an issue that people or individuals face in the setting. The leadership team and the staff members of any given organization need to possess problem solving skills (Proctor, 2009). Challenges in the organization can be solved in different ways which includes evaluation, good communication skills as well as listening. Even so, communication can be a challenge mostly in a setting that involves diverse populations. Differences in beliefs, characters and ethnic backgrounds acts as a major hindrance in the communication process. Therefore, the report aims at discussing various problem-solving strategies. Even so the problem will first be identified, the scope, impact and analysis using Pestel and SWOT analysis. The next step would be a proposed solution to the problem to be discussed, analysed, and then implemented.
[bookmark: _Toc58600525]Work Experience
Currently I have been working in care home as a care assistant which is based in Camden. The care home setting is well known for a valued and excellent services. Even so, recently there have been significant complaints reported on elderly abuse. Some of the service users have claimed that during the Covid-19 restriction they are not getting quality services from the members of the staff. Some residents have sent emails that they are receiving emotional abuse coming from the staff. Due to many reported cases the management has concluded that the case needs to be analysed. This is a concern for our CQC manager since the pandemic has created a lot of problems such as lack of staff and limited the training facilities. 
[bookmark: _Toc58600526]Workplace Problem
[bookmark: _Toc58600527]Emotional Abuse in the Care Home
Abuse among the elderly has been described to be an increasing and continuous kind of problem in the community today (Lachs, and Pillemer, 2019). Emotional abuse includes the infliction of grief, pain and distress using verbal or non-verbal means.  It has also been noted that most of the abuse cases that are administered in care home settings are not reported to the relevant personals which makes it hard to address the problem. Determining the perveance or scope of abuse among the elderly remains to be a challenge to date.
[bookmark: _Toc58600528]Scope of Emotion Abuse
In care home the most prevalent kind of abuse that has been identified is emotional abuse. Psychological abuse among the elderly has been identified to be any emotional or mental anguish. Typically, this is where the abuser repeats a certain pattern of behaviour over time with the aim of controlling the victim through fear. Emotional abusers' prey on the vulnerabilities of the older adults like isolation, powerlessness, and deprivation (Anderson, 2014). About 1 out of every 60-year-olds and above have experienced some type of abuse in community care home settings. It has been established that the rates of abuse are higher in institutions like nursing homes and other long-term care institutions. 2 out of 3 staff have reported the fact that they have committed abuse within the last past year. Abuse like emotional abuse has been identified to lead to serious cognitive disabilities. Besides, elder abuse is predicted to increase in the UK where the population of the elderly continues to increase as time goes by. The global population of the elderly as of now is predicted to be more than double from 900 million in the year 2015 to 2 billion by 2050. This proves that it is becoming an issue in the health sector that needs to be addressed if the wellbeing of the service users is to be assured (Office for National Statistics, 2020).
[bookmark: _Toc58600529]Impact
Emotional abuse has been recognized to cause suffering and pain among the older patients while at the same time affecting their confidence and general outlook on life. Some of the long-term impacts that are associated with this kind of abuse includes depression and a decline in one’s cognitive abilities (Dong et al; 2008). In our care home, it has been noted that most of the service users that have been abused emotionally tend to be moody and do not like spending time with other residents. They are self-isolated. They refrain from participating in various activities’ in the facility as well as withdraw from some of the things they used to do before or enjoy doing. Besides, it increases the need for extra treatment. Take for instance the ones that have been affected emotionally will require substantial counselling for them to feel confident and alive again.
[bookmark: _Toc58600530]Analysing Information
The challenge on emotional abuse has been stated by various aspects in the care facility which will be analysed in this section using SWOT and PESTEL tools of analysis. 
[bookmark: _Toc58600531]PEST Analysis
PEST Analysis is utilized by most organizations today in coming up with identifying possible solutions to a certain challenge. The tool addresses Political, economic, social and technological impact on a work environment (Pan, Chen and Zhan, 2019).
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Political
The governments regulatory policies on stay at home during the COVID-19 lockdown has played a crucial role in limiting both family members and service providers from going in and out of the homes to abuse the elderly. In addition, the federal government continuous to develop laws and regulations that safeguard the wellbeing of such vulnerable populations during their stays in the facility.
Economic
There is lack of Government funds to treat the abusers. Also, financial irregularities caused by the pandemic has affected the access to quality care services. 
Social
The impacts of emotional abuse like self-isolation and reduction on cognitive abilities as well as fear of communication is a major setback in tackling the challenge
Technological
There aren’t enough surveillance cameras in the residential care units and the hallways to monitor the incidents of abuse. Another challenge is lack of a good reporting system for service users.
[bookmark: _Toc58600532]SWOT Analysis
SWOT is another type of analysis that assists in the development of a strategy that helps solve organizational based challenges (Leigh, 2009). The SWOT acronym is used to describe strengths, weaknesses, opportunities and threats that are there to solve the problems of emotional abuse in our care home. 
[image: ]
Strengths
· Our care home being a prestigious facility it is not recognized for such cases
· The challenge has been identified early
· Availability of a good system of management as well as staff that are highly competent
Weaknesses
· Lack of accurate and specific data in regard to the cases of emotional abuse
· Lack of identity of the perpetrators
Opportunities
· Installation of more surveillance equipment’s
· Continuous training of the staff on emotional and other types of abuse 
· Development of care procedures and policies in mitigating the health challenge
Threats
· Shattered image to the public which may ruin the reputation of the organization
· Lack of enough funds in mitigating the current challenge
· The probability of losing potential residents to the organization's immediate competitors.
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[bookmark: _Toc58600533]Cause and Effect analysis 
Ishikawa (1968) explained that fishbone analysis is a tool to analyse cause and effects of a complex problem in an organisation. This form of analysis helps an organisation to find root of the problems and its gives a platform to look for alternative solution. 
Emotional Abuse

Caring Techniques 
Impact of Covid-19
Career worker
Management team
Some of them are Careless 
Heavy work load



Showing less empathy
Failure to monitor the service providers keenly




Unethical practises could become a habbit
Little resources to put on the necessary measures like CCTV installations



More policies on safeguarding adults  have been provided
Creates fear among both the service providers and users

Limitation of movements in and out of care home has reduced the rate of emotional abuse



Service users suffering from death anxiety 
Lack for training is causing unintentional abuse.



There are many causes and effects that exists regarding emotional abuse in the care home. Take for instance COVID-19, the effect of the diseases is that no friends or family are allowed into the facility or to be in contact with the service users. Moreover, most of the elderly from our care home are suffering from death, anxiety, and mental illness.  For this reason, service users are also reporting more emotional abuse cases than usual. For the management who are the main subjects that they are unable to prevent emotional abuse towards the users. Heavy workload could be the effects or lack of enough resources in the facility to install more measurers that will help safeguard the facility.  
[bookmark: _Toc58600534]Range of Alternative solutions
1) Coming up with laws and regulations that are in relation with safeguarding the residents in the care home
2) Use training to enhance the competences of the service providers
3) Respite care to mitigate emotional barriers
[bookmark: _Toc58600535]Evaluation of Alternative solutions 
In this case, CQC manager of our care home needs to come up with organizational policies and regulations to help mitigate the prevalence rates of emotional abuse among the service users. Especially the ones that have recently been reported to the management. Also use education to enhance the awareness, knowledge, and skills of the service providers, in hopes that after the awareness and education process, more people will be free to report cases. Respiting care on the other had will mitigate the stress levels of the service providers which is a significant contributing factor in this case. This will assist the care providers to relax and even provide better services to the residents.
Use PMI Chart 
PMI is an acronym that stands for plus, minus, and interesting. It is a concept that is utilised in the evaluation of various aspects or ideas that help in solving a certain challenge (Lester, 2006). Plus, in PMI addresses the positives, minus addresses the cons while in is neutral or interesting facts which are still up for further discussions. In the case for our care home, PMI will be used in addressing the proposed solutions before arriving to a final decision
	Plus
	Education on different kind of abuse as well as a definition and analysis of what emotional abuse entails will be complete (+7)
Using power points presentations, handouts, and brochures to educate people. Handouts will provide more opportunities to learn at home and even share it with friends and family.


	Minus
	Needed handouts that are printed, laptop, projector and brochures that have a clear and precise purpose


	Interesting
	Every individual in the care facility inclusive of the service users can gain more knowledge in regard to emotional abuse.



The PMI chart that has been presented above is based on educating both the service users, providers as well as their friends and families in our care home regarding emotional abuse. In the chart it is obvious that the plus outweighs all the negatives thus ensuring that the care home will use the plus to mitigate the challenge on emotional abuse.
[bookmark: _Toc58600536]Implementation of the Solutions
The implementation plan provides a layout under which the proposed solution will be discussed. the first activity that underpins the implementation plan being education, time, and days as well as the venues that will be used. Brochure will also be made and pinned at the notice board in the care home to notify the staff and the residents of the training and educational avenues, time, and dates. 
The stakeholders that are involved in the implementation plan are affected by the actions that are taken by the firm. The stakeholders are service providers, service users, management team and family members. Therefore, it is crucial to communicate all the details of action in the setting towards a stakeholder through feedback, dialogues from them. An action plan of communicating the plan to the stakeholders will also be formulated to ensure smooth running of the plan.

[bookmark: _Toc58600537]Stakeholder Communication Plan

	Stakeholder
	Power/Interest
	Key Interests/Issues
	Communication Vehicle
	Frequency
	Comments

	Service Providers/leadership
	Leadership
Ensuring the safety and wellbeing of the service users
	-mitigating the issue on emotional abuse

	Emails
meetings
	
	Effective services to all the care providers

	Service Users
	Having a safe environment to live
	Having their wellbeing and safety intact
	Brochures

	1 week before implementation of the plan
	Having a safe and comfortable environment that is free from abuse

	Family and Friends
	Being sure that their loved ones are in the right environment
	Making sure that the care home is free from discrimination
	brochures
	Through the plan
	Having faith in the services that are being offered by the care home facility



[bookmark: _Toc58600538]Monitoring
Change is crucial process that requires good and effective management if it is to be achieved. Based on the Lewis model theory, states that for effective management of change, the significant forces of change need to be encouraged, developed, and handed over in a simultaneous manner. Therefore, the management in care home will review the goals and objectives of the plan as well as the step-by-step milestones regarding the project.
[bookmark: _Toc58600539]Conclusions
In summation, every organization has its challenge’s. Therefore, it is crucial to come up with a framework that is detailed to control the challenges. Decision making and problem solving is used in describing the ways in which organizations and individuals solve problems to have a desired state in the care home. The report has addressed the challenge of abuse in care home. evaluation tools like PEST and SWOT have been used to bring the challenge into attention. Also, Fishbone diagram has been utilized to assess the possible solutions
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