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[bookmark: _Toc29496557]Introduction
Our ability to solve problems in personal life is constantly developing and we gain certain experience. We transform this experience to solve problems in the workplace. To solve problems, we need skills and various techniques. Creative thinking, critical and analytical thinking allow us to identify and solve a problem. Our experience in solving personal problems also plays a big role (Morgan, 2017).
GCL ltd is involved in the Health and Social Care industry. The head office is located in East London. The company has been providing patient care services for over 15 years. The main staff is - nurses, health assistants, and support workers. The company provides its services in London and its environs and provides services to individuals, hospitals, residential homes, and nursing homes. Since the number of employees is less than one hundred people, the flat management structure of the company pays off. In addition to the main staff (nurses, medical assistants, and support workers), the company has a logistic group, a consulting group, and a training center. Taking into account that the company provides services to customers in various parts of London and beyond, employees are delivered to the workplace on the company's transport. Nurses, medical assistants, and support workers do not work in one place but work in those houses from which requests for services were received. This is a feature of the agency.
To solve problems in the company, we need to determine its current position.
The company was constantly influenced by competitors. Service users are also more interested in new technologies and new patient care methods. On the way to its development, the company should use techniques and methods for solving problems. Successful problem solving strengthens competitiveness.
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[bookmark: _GoBack]Studying and analyzing the current state of affairs of the company, we conclude that it is necessary to find the reason for the unsatisfactory state of affairs. There may be several reasons that prevent a company from developing. To identify a problem is to analyse whether the problem is really big and whether it is worth our attention. We must answer the question: What is the problem? We need to find out when it appeared and what effect it has (Morgan, 2017).
One of the causes of the problem is the ignoring of warning signs. Special tools must be used to identify growing problems. One common practice for analyzing the situation is SWOT analysis (Cottrell, 2010). Using the technique of SWOT analysis, we will present how we can characterize a company:
•	Strengths: Good reputation; long-term relationships with customers; highly qualified staff.
•	Weaknesses: There is no long-term development plan; relatively high staff turnover; staff dependence on overtime work; highly skilled workers lose their motivation.
•	Opportunities: Good relations with employees; continuous improvement of staff competence; those who work harder receive better conditions.
•	Threats: There is no clear development plan for 10-15 years; there is no exact idea of who to promote - someone who works fast, or someone who works efficiently; active competitor development plans.
A SWOT analysis allows you to determine the internal (Strengths) and external (Threats) factors, as well as negative (Weaknesses) and positive (Opportunities) factors. SWOT analysis gives an idea of the general situation in the company and aims to solve the most important problems (Smart Draw, 2020).
One of the company's obvious concerns is staff turnover. When discussing this issue, employees call:
· High employee turnover,
· Lack of motivation,
· Low customer satisfaction.
All three problems hinder further development. This problems affects the profit and reputation of the company. Due to the lack of employees, the company cannot satisfy all applications for the provision of services. Accordingly, the company receives less profit. Is the impact of this problem on the company significant or not? If a company loses about 4-6% of profit due to staff turnover, then we can probably call this a problem, but not a big problem. If for this reason we lose 20% of profit, then it is obvious that this is a big problem and we must solve it immediately (Maund, 2017).
Managers and employees may have different assessments of the problem. At first glance, they may have the same cause. Some may ignore its consequences others may exaggerate the negative consequences of the problem. To identify the problem, it is necessary to collect relevant information. Investigating and involving experts may be required to identify the problem.
If the manager identified the problem, then it should be discussed at the meeting. At the meeting, employees can more accurately identify the problem and offer the maximum number of ways to solve it. Only after a thorough discussion can a problem be identified. To accurately identify the problem, it is necessary to determine the exact criteria. Criteria such as the price of the services provided, the quality of services and the company's reputation should be taken into account. Collective brainstorming will allow you to create a very wide range of proposals in solving the problem. All these suggestions need to be discussed (Maund, 2017).
In the discussion process, we identified two problems - high staff turnover and lack of motivation. The first problem was proposed by the manager based on an analysis of the company's internal information. The second problem - the lack of motivation, was identified in the process of public discussion.
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The basis of any activity is a certain strategy. To find a solution, we use various methods to analyze information. We begin to solve the problem by assessing our abilities and the capabilities of the staff who must find and solve the problem. In the process of solving GCL ltd problems (high staff turnover, lack of motivation, low customer satisfaction), company employees could make such suggestions: be careful when choosing personnel, raise the salary, improve surveillance. We do not know how the management of the company will solve these problems. However, we can safely say that management will come from a limited budget. Perhaps they will make some efforts to improve the situation, for example, they will conduct training to improve teamwork skills, communication skills, and select staff more carefully. In the process of solving the problem, we use self-management, interpersonal skills, and creativity. In addition, in the process of solving the problem, the entire staff of the company should pay attention to such skills as self-management, interpersonal communication skills, and creativity.
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To solve the problem, it is necessary to draw up a strategic plan to eliminate the causes. A plan can be made based on available information. Such information can be obtained using PESTLE analysis. This strategic tool includes six factors that affect a business: political, economic, social, technological, legal, and environmental. We cannot stop or reduce the processes that take place in politics and economics. Our task is to observe these processes and respond in time to their changes. Based on observations of these factors, as well as an analysis of all these factors, we can make a decision and solve the problem (CIPD, 2017).
Political factors daily and in the long term determine the business environment. Changes in policy lead to a change in government or changes in its priorities. The attitude of politicians towards Health and Social Care is also changing. It is necessary to observe and analyze the situation in politics for strategic business planning. It is important for us to know whether political parties will continue to increase HSC funding or reduce funding. If the government will reduce the financing of HSC, then the company’s staff will move from the HSC to other business areas (CIPD, 2017).
Successful business in Health and Social Care depends on the success of all the economies of a country or region. Employment rates, inflation, globalization, credit availability and other economic indicators influence decision making. We must consider economic growth or recession, living cost, consumer spending. Analyzing the economic factor, we must find out whether Health and Social Care will develop as a business.
Considering the social factor, we take into account and analyze the lifestyle of society and its changes. 
Demographic changes, consumer habits, changes in cultural norms are taken into account when considering the social factor. In the global economy, human resources easily move from one region to another under the influence of various goals and motives. Cultural and educational differences are no longer an obstacle to movement from one region to another.
Does your business meet the current level of technological progress? Services and products must meet technological innovation. Technological advantages will play a role in competitive attractiveness. Social Networks enhance team-working skills and smartphones enhance time management. One of the reasons for staff turnover and low motivation may be that the staff is not able to use new technologies. In this case, the company must have the resources to teach staff how to use new technologies in HSC.
Labor law, labor protection and safety regulations and other regulations are changing and our business must comply with them. We must solve all our problems within the framework of the current legislation. The provision of services affects the environment. The development of society depends on the degree of environmental protection. The business pays great attention to reducing harmful emissions and welcomes renewable energy sources (CIPD, 2017).
PESTLE analysis allows you to identify many factors that may be involved in the process of problems solving and decisions making. In our particular case, high staff turnover can be explained by the fact that the economy is on the rise and there is a low level of unemployment. This tool helps to understand the risks and determine the main directions of development.
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One of the main tasks in solving the problem is to identify the causes. To make it easier to identify all the causes that we need to consider, we can use the Fishbone diagram. Cause and effect diagram invented by the Japanese scientist Kaoru Ishikawa. This tool helps you see cause and effect relationships. In this diagram, we can write all the causes that in our opinion affect the problem.
Root cause analysis is used in healthcare and social services to identify sources of error. The reasons are divided into several categories: people, method, environment, and equipment. We can increase the number of categories depending on the specific task (Phillips, 2013).[image: ]
The diagram should be used during a brainstorming session. It is advisable that when drawing up this table, all involved employees of the company should be present. The visual diagram reflects different approaches from different angles and can lead to a rational solution. During the brainstorming session, all categories should be considered. Brainstorming participants must adhere to certain rules. For example, there should be no criticism or appreciation of the ideas that the participants of the brainstorming offer. If opposite points of view are not presented, the discussion will not reveal new ideas that will help solve the problem. Participants must be aware that they are members of the same team and solve the same problem. However, everyone expresses his subjective point of view. Each person presents a problem in his own way. When making assumptions, we must be sure that we are trying to solve the problem and our ideas will not lead to more difficult problems. In the process of discussion, we can find causes that do not affect the problem at present, but in the future can grow into a big problem. Participants in a brainstorming session acquire and enhance analytical skills and a sense of responsibility. During the session, you must use open-ended questions (Morgan, 2017). After the session, you need to draw up an action plan. The goal of a brainstorming session is not the final decision, but the development of the maximum number of ideas. Fish bone analysis allows staff to focus on solving a problem (Phillips, 2013).
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Decision making is based on a comprehensive study of all the causes that affect the problem. Our project to eliminate the causes should lead to an improvement in the quality of the service and increase the reputation of the company. Our decisions should lead to the strengthening of the structure of the company, improving the psychological climate, increasing the effectiveness of management and the overall culture within the company. Management must create and maintain high moral and ethical standards. In these conditions, employees will be interested in solving problems (Pamela, 2018).
One of the most necessary skills for making the right decision is critical thinking. Medical workers in their daily work make many decisions based on their knowledge, experience and critical thinking. To achieve a solution, you must critically analyze the entire chain of sequential events or actions. Critical thinking is critical for the nurse, care health assistants, and support workers because they are responsible for the life and health of their patients. The most experienced workers with well-developed critical thinking are aware of the causes that can lead to problems in relationships between people. Therefore, staff with critical thinking can help improve young and less experienced employees to develop and improve this quality (Pamela, 2018).
We analyze any information in accordance with knowledge, experience, and intuition. This process helps us develop critical thinking. The thinking of every person depends on culture, education, habits, learning style, communication skills, past personal experience, and other features. The inability to accept new knowledge and feedback is peculiar to people whose critical thinking is not developed. A person with developed critical thinking is always open for feedback, ready to discuss an alternative point of view, strive for new knowledge. Compliance with group norms, poor motivation to increase self-esteem, lack of interest in improving one's education and professional level, and finally a closed mind, all these factors negatively affect the development of critical thinking (Pamela, 2018).
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To evaluate a solution, we must have at least two alternative solutions that solve or minimize a complex problem. To solve a specific problem, managers must calculate what financial resources are required to solve it. Can a company afford such expenses. You may need competent specialists who are not. Specific deadlines must be set. Successful implementation of a task means that it was solved with the least effort and cost. Given these requirements, we will choose the best solution (Cottrell, 2010).
We identified problems and identified causes. Making the right decision means minimizing or eliminating the causes that affect the problem. Based on brainstorming and using other identification techniques, we may have several alternative solutions. From the whole variety of solutions, we will determine the main solutions that will not harm the company and will meet the goals and objectives of the company. What will be the feedback and side effects, we also do not know. When making one of the decisions, it is necessary to make a forecast regarding the possible consequences. At the time of the decision, some aspects of the problem and its causes will not look accurate enough due to lack of information or complexity (ACI, 2015).
The special PMI (plus, minus, interesting) tool was invented by Dr. Edward de Bono for effective decision making. A PMI strategy can help you find new ideas, quickly weigh all proposals, identify the strengths and weaknesses of each proposal, and make a decision. Using PMI, we can quickly and easily identify the strengths and weaknesses of the solution. Technically, this tool allows us to weigh the “pros” and “cons”. We need to divide a sheet of paper into three columns and designate them as “Plus”, “Minus” and “Interesting”. In the column “Plus” we record the positive consequences, in the column “Minus” we fix the negative consequences and give ratings. In the column “Interesting”, we record possible interesting aspects related to the solution. The total score (positive or negative balance) will show whether we should make a decision or not (ACI, 2015).
Given the positive and negative sides of the decision, we simply write down our opinion. Our ideas are just our thoughts on a specific solution without much discussion. This is just our opinion. In the column "Interesting" we write down any specific opinion or proposal that deserves our attention. In the next step, we make a decision based on a total score (positive or negative) (ACI, 2015).
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Implementation is an activity aimed at solving our problems. The implementation process depends on the goals and objectives that have been set. In the planning process, it is necessary to appoint personnel who will implement the plan, as well as determine the necessary funds for its implementation. All plans are based on assumptions. One approach to successfully completing a plan is a flexible approach. The main resources for fulfilling the plan are money, staff and time. A good way to control the situation is to set a schedule for completing tasks. The team leader should distribute tasks among staff and regularly convene meetings to discuss completed work. In the process of implementing the plan, it is necessary to ensure monitoring of effectiveness. This will allow you to evaluate the performance of team members. In the successful completion of the implementation, a significant role is played by team cohesion. The leader's task is to maintain the confidence and enthusiasm of each team member. Large or complex tasks need to be divided into several small or not very difficult ones. This approach will provide a progressive movement to the goal without significant time losses. When using information, you need to consider that it is changing or is no longer relevant.
In order to solve problems it is necessary to recognize the need for change. Constant competition in business does not allow to ignore new technologies and methods of business management. One of the obstacles to the implementation of decisions is the active and passive resistance of managers, as well as inertia. Many change programs fail under three factors:
- The human problems
- The organization issues
- The culture issues.
These reasons are followed by a no less important problem - the CEO is absolutely convinced that he absolutely clearly understands the strategic objectives. Change management makes it possible to reduce people's resistance to change. Each person has his own characteristics of thinking and behavior. The goal of change management is to guide people towards innovative development (Meaney, 2014)

An important tool for implementing the solution is ADKAR:
· “Awareness of the need for change
· Desire to participate and support the change
· Knowledge on how to change
· Ability to implement required skills and behaviors
· Reinforcement to sustain the change” (PROSCI INC, 2019).
This model offers the phases that a person must go through. These phases reduce resistance to change. This model assumes that only the combination of all five factors gives a positive effect. The absence of at least one of the factors can lead to failure. A person should think not only about the need for change, but also about the danger of ignoring change and not developing. External influences and education can contribute to a motivated desire to change. To implement decisions and changes, it is necessary to carry out activities for the training of personnel (PROSCI INC, 2019).
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A stakeholder is a person who, by virtue of his interest, influences the company. The most influential stakeholders can influence all the processes that take place in the company. Companies, respectively, are interested in having a good relationship with them. It is necessary to know all stakeholders well. Companies should collect information from various sources and analyze it. For such an analysis, you may have to conduct research. The employees and managers of the company are internal stakeholders. External stakeholders are customers and suppliers. Customers, suppliers, employees, shareholders and the community provide the main influence on the company. They can be called the primary stakeholders. There are secondary stakeholders: business partners - competitors, government (central or local government bodies), various media, community groups, landlords. In each business sector, stakeholders have a different impact. The state and its structures will be the primary stakeholders for medical institutions HSC and companies (UWTSD, 2019).
In order to determine the main areas of cooperation with stakeholders, it is necessary to determine the level of interest and the level of influence on the company. Business relationships will require that we make the main effort to collaborate with stakeholders who have great power but don't have much interest. It is necessary to understand their motives for productive communication with each of the stakeholder. For example, for Health and Social Care clients, quality of service will play a major role in relation with the clinic (UWTSD, 2019).
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An important decision may require a lot of time and resources. The ability to identify a problem and find all its causes is one of the stages on the way to solving a problem. Developed critical thinking, the ability to think creatively, collect the necessary information and good analytical skills greatly accelerate the process. On the way to finding a solution, we apply our experience and knowledge and can act by analogy. We study the experience of other people when we lack our abilities. The business is developing and with it, the technique of solving problems is developing. These techniques and models are unified in nature. They can be used in any business environment.
At all stages of solving a problem and making a decision, we can act using the support of company personnel. Different people have different points of view. Consideration of the problem and its causes should be investigated from different angles. An example of such collective brainstorming would be Fishbone Analysis. The level of commitment is important during the discussion. Management should create such conditions and a psychological climate in which team members are motivated to solve a problem. People involved in the change process must be aware of the need for change and be willing to support change. When implementing the decision, it is necessary to be assertive and not to deviate from the intended plan.
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