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Assignment: 

[bookmark: _Toc]Introduction:

The purpose of this report is to identify and recommend solutions to a communication conflict within my work place. I work for West London Homecare as a domiciliary carer supporting elderly individuals who live independently in their own homes or in sheltered accommodation. The weekly rotas are generated weekly on a Friday evening\ using a system called homecare rota however more often there is confusion with inconsistent information of visits being doubled booked, no travel time given between visits which causes e-mail communication conflict. The impact of the problem has a negative effect on my physically and mentally also other colleagues and service user’s expectation and commitment not being met due to regular inconsistency. Managerial structural features of e-mail make it more likely that disagreements escalate when people communicate electronically compared to when they communicate face-to-face or via the telephone. Building upon Rubin et al.’s (1994) conflict escalation model, we propose a new academic framework that articulates the structural properties of e-mail communication. (Friedman, 2003)



Define A Complex Problem In My Workplace: 

Monday morning, I received a phone call from my Coordinator at 8.30 the visit scheduled on me was for 8.am, at Mrs Smith. Absence was noticed because the system used in the office to monitor the carers on the filed indicated that I was not present on the call which was for 8. O’clock. The problem which I am trying to resolve in this report is conflict email communications. The conflict in communication is due to the late scheduling of rotas sent out to carers. 
The call was a double handed as Mrs Smith is bed bound and needs two carers to hoist her in and out of bed. The other carers  was at the visit waiting for me to arrive. I explained that I received my rota by email communication on Friday evening as usual and was aware of the service users I had to visit Monday morning.  She explained that an updated rota was sent out on Saturday evening usually in those circumstances if amendments are made later, I would usually be contacted by phone to let me know to check that an updated rota was resent. On this occasion neither one was communicated to me which is a regular occurrence. 


Definition of A complex problem:
The complex problem within my organization is email communication conflict which is a regular occurrence for me also other care workers. In those situations, it is time wasting, inconvenient, stressful, time limited in between visits sometimes none therefore unable to plan accordingly. Complex problem causes immense pressure from office staff for lateness to find out where I am because the service user called that no carer has arrived when sometimes I am still with the previous service user. Sometimes this can be due to lack of internet activity as cannot access email without internet, phone battery dies being out all day and not able to charge phone battery due to the professionalism in my role and code of conduct practice in service users homes. 
This perceived problem can be very frustrating unaware of what I am supposed to be doing sometimes, rushing around to attend visits that was not scheduled to me beforehand due to sicknesses and annual leave. Conflict at work affected individual’s health wellbeing and job fulfilment.
There is a huge turnover of staff leaving and due to the ongoing political climate in the UK (Brexit) the is a huge turnover of staff leaving due to the ongoing uncertainty in the labour market, sickness attendance and inadequate travel time in between visits.  Since working in this sector of Health and Social Care it has taken a toll on my health because, my organization needs structuring in certain areas. 
A model was introduced which debated how poor health and wellbeing was initiated for communication conflict in the place of work and could minimize the possibility of conflict arising is managed effectively in a constructively manner. (Anon., 2004) 
There are several different factors in a workplace that can make a problem become a complex issue to deal with. For example insufficient training, promoting choices wishes and independence, dignity and respect, interpersonal attitudes, O hours contract, abuse and shortage of staff.   
Individuals who have the ability to approach them from several viewpoints to find suitable solutions to deal with them usually deal with complex problems.  They can sometime be conflicting and have multiple solutions. They are also known as wicked issue as problems in which there is little or no agreement on the explanation of the problem due to the wide selection of possible solutions and interchanges associated with each. A problem can be easily identified reasons or authority due to having several prospective causes, rules, stakeholders and regulators or implications. Recognised primarily in an article by Rottel and Webber in 1973. (Abler, 2019)


The healthcare system appears to suffer huge insufficiencies because of poor communication structure and practices. One valuation proposed that the American health system could save $30bn a year with advance telecommunications. Reviewing Australian survey of hospital admissions found that communication problems were the most common cause of avoidable disability or death, and were nearly twice as collective as those due to insufficient medical skill. (Anon., 1998)

COMMUNICATION CONFLICT

Lack of Communication in the workplace is a problem that can generate conflict in relationships interactions among colleagues, co-workers, managers and juniors, assistant’s team members and employees. The pressure created in these working relationships can eventually lead to low place of work confidence and poor structural results. Lack of communication in the workplace, there’s a possibility that no one knows from time to time what they are supposed to be doing. One way to combat miscommunication that leads to conflict is to establish clear communication guidelines for your business. Teamwork decreases if working on a task and the team leader has not clearly defined the roles, missed deadlines, finger pointing and blame are the result as everyone is doing their own thing. A breakdown in e-mail communication can quickly lead to conflict, when in fact, the only issue may be a misunderstanding of another person’s expectations (Lisa, 2019).



BACKGROUND HISTORY OF ORGANISATION I 
WORK FOR

I work for an organisation called West London Homecare who began delivering personalised care and support to people of all ages and capabilities in 1999. They have circumstantial experience for 15 years with 3,000-care team and a network of 24 branches working in partnership with about 34 local authorities.  The company’s aims and objectives are supporting individuals to live a better life delivering high quality care and support with values essential to everything they do. They recognize that their staffs are their greatest asset therefore promotes learning and development supporting their staff to be the paramount that they can be. 
There is a huge turnover of staff leaving and due to the ongoing political climate in the UK (Brexit) the is a huge turnover of staff leaving due to the ongoing uncertainty in the labor market, sickness attendance and inadequate travel time in between visits.  Since working in this sector of Health and Social Care it has taken a toll on my health because, my organisation needs structuring in certain areas. 







3 Sharing My experiences within the organisation: 

The organization has gone through numerous administrative changeovers over the past four years. The main office I was working at hill in Sydenham has relocated twice, management structure changed three times within the same period. I work for Lambeth however we are now situated in Wands worth division local office with their administrative staff and care workers. I was previously given the options to transfer to another area team within the company or look for alternative employment. I decided to continue my employment in Lambeth borough as was local to home and would still deliver service to my regular service users. 
The main problem within my organization is email communication conflict a regular incidence for me also other care workers. In those circumstances, it is time wasting, inconvenient, stressful, as time is very limited in between visits, unable to plan accordingly immense pressure is put on me from office staff for lateness to find out where I am service user calling that no carer has arrived as yet when sometimes still with the previous service user.
This perceived problem can be very frustrating unaware of what I am supposed to be doing from time to time. Study had overlooked how relationships and conflict at work affected individual’s health wellbeing and job satisfaction.  A model was introduced which debated how poor health and wellbeing was initiated for communication conflict in the place of work and could minimize the possibility of conflict arising is managed effectively in a constructively manner. (Anon., 2004)
 
The organization offers regular training and has positive promotional job prospects if they feel you have the ability to perform in a senior position. which I have been offered an opportunity to work in the office for 20 hours and still make up my hour with service users.  The office staff are very pleasant, and they also have issues about the inefficiency and work pressures they are being put under however, a lot of the time leaves me feeling burnt out with the workload and last minute having to cover shifts when already have a lot of jobs already on my rota.  Stress is known as one of the main reasons for employees to have long-term sick, adverse turnovers and absences from work. It can also affect organisations financially in different ways. (Bridger et al, 2013) World Health Organisation (2004). Highlighted that the incompetence for employees to perform tasks to their full aptitudes can result in Issues have been raised by a large majority of health care workers (Black and Frost, 2011).  


Review of Literatures:

COMMUNICATION CONFLICT
Managing conflict in the workplace is a time consuming but necessary task for the managers. Conflicts may exist between physicians, between managers and staff, and between the staff or the health care team and the patient or patient's family. The conflicts may perhaps range from disagreements to major controversies that may lead to litigation or violence. Conflicts have an adverse effect on productivity, morale, and patient care. They may result in high employee turnover and certainly limit staff contributions and impede efficiency. Understanding how conflicts arise is important in their prevention. From an employee's perspective, triggers include lack of communication, colleagues who do not pull their weight, unfair criticism, silly rules, preferential treatment, sexism or racial inequality, been put down, unreasonable expectations, and verbal abuse. On the management side, problems arise from poor communication, inappropriate responses, poor prioritizing, personal work interfering with professional work, and clock-watching.
Consequences that managers should be careful to avoid is taking people for granted, failing to keep promises, failing to take accountability for one's own mistakes, and failing to exercise what one preaches. The key to endurance as a manager is to develop emotional intellect and encourage it in the work setting (Ramsay, 2001).
Significant research has been conducted on the effects of computer-mediated communication (CMC) on work life. Many studies have focused specifically on how email plays a role in organizational conflicts. While some researchers claim that email plays a positive role by flattening organizational structures, allowing for greater information exchange among more people and enhancing socialization (Spence, 2002; Sproull & Kiesler, 1986; Walther, 1995), others contend that this form of communication invites more conflict manipulative and disrespectful behavior that escalates anger and reduces productivity through the reduction of social cues and depersonalization of the other, which can lead to exchanges of negative emails between two or more people . (Turnage, 2019)
 

ADVANTAGES OF COMMUNICATON CONFLICT:  
The advantage of communication conflict is to have collective values and reproduce common commitments to achieve organizational goals. It supports colleague to sustain not falsify productive relationships. (Herriot 2002). In organizations, Communication can also have direct and indirect` effects on team an. The benefits of communication is an eye opener to new ideas and adventures, opportunity to articulate different needs, it instills flexibility to do other things, teaches us to listen attentively to be able to find new solutions in complicated situations and helps to set  limits and practice to develop communication skills. (Frances, 2011)



DISADVANTAGES OF COMMUNICATION CONFLICT: 
Communication conflict occurs often in any workplace; health care is not exceptional. The negative consequences takes into account dysfunctional team work, decreased patient satisfaction, and high turnover of staff. Disadvantages and common causes of conflict within the workplace is a series of different issues where there is lack of role clarity, understanding, poor authority, poor communication, personality differences, stress, and heavy workload, lack of honesty, openness changes within the organization with high exceptions placed upon employees. 
The home care workers in general regarded the working environment interventions as positive however all elements are simultaneously subjected to substantial contextual instability, involving new work programs, new technology, restructurings, unit mergers, and management replacements, perceived by the home care workers to be major sources of stress. Findings suggest that concurrent changes induced through rationalization resulted in negative exposure effects that negated positive work environment intervention effects, causing an overall deteriorated work situation for the home care workers. (Anderson, 2013) 

[bookmark: _Toc1]Consequences of communication conflict

The consequences of communication conflict is when employees are unhappy  within the workplace affected by straight forcefulness  influences can impact on employee, their families and their colleagues and is a major source of stress (Duddle & Boughton, 2007). As well as the impact on the individual, O'Brien-Pallas et al. (2006) warn of the financial considerations for managers if they fail to adequately react to 'toxic' workplace situations without implementing strategies for positive change in order for business to function successfully. 

SWOT ANAYSIS TOOL Table 

	Strength
Experienced coordinators
Staff trained by experienced facilitators/   equipment and the company has been in existence for a long time in care industry.
Some carers has been in the care industry for peorid of 10-15 years.
The worker on the field
Training
Always available work
Friendly staff
	Weakness
Late scheduling of care work to care workers sending the information late communication via email to care workers.
Not enough care workers
Planning disorganized
No travel time between visits
Staff not managed properly

	Opportunities
The government 
People are living longer and therefor the government is putting more money into the care industry making more care contracts/work.  
Individual who are financially stable are able to pay for their care and there are more wealthier people now than before
	Threats
There are other competitors who are care providers in the care industry who can take over the contract from West London Homecare. 
Care workers loosing their jobs.





The reason why businesses uses a SWOT Analyzes framework technique tool  for identifying and analyzing within  organizations’ what the difficulties are and why it is happening.  The methodology is about Strengths, Weaknesses, Opportunities, and Threats. Strengths are the solid points and weaknesses are internal features they exist within the organization or business if important to the development plan being analyzed. Opportunities and threats are external factors they exist outside the organization. SWOT is normally used and impartially well-known implementation tool. 
the purpose why SWOT has often been done in the imperative by the name first it is observing strengths, then weaknesses, opportunities and in conclusion threats.
However, it is suggested instead to first examine the exterior factors opportunities and threats and then proceed to the internal ones. These approaches helps keep a stronger focus on the result and helps you identify which threats are ‘serious threats’ to the business,
My organization needs to look at their SWOT analysis implementation plan factors that are compounded by consistent weaknesses due to email communication conflict as they have resilient workers within the organization which if they are given reassuring positive opportunities to feel valued and not over worked which would cause a threat to the business   


In my organization using the Pestle analysis would be beneficial as it debate and recognizes the factors in each of the six area that would be relevant for the plan structured needed to recognize the best choice for he problem being identified to enable change with the method  
PESTLE, is a corresponding tool to SWOT, develops on the examination of external framework by looking in detail at specific types of issues that often have an impact on putting into practice projects or advantages. The term
PESTEL’ discusses to the areas it considers Political, Economic, Social, Technological, Environmental and Legal. PESTEL involves recognizing the factors in each of these six regions that are relevant for the plan being considered. A special focus of PESTEL is recognizing preferences. Thus it is helpful for thinking proactively and expecting change, rather than being surpassed by it. Pestle and Swot are used together. It is important to Identifying change in the approach or methods being used. SWOT and PESTEL are flexible and can be applied for planning or decision-making concerning an entire project/advantage, or otherwise can be used to emphasis on specific stages or workings of a task development. Correspondingly, SWOT and PESTEL can be applied to large or small (but important major) projects or decisions. If time is very limited, or for small projects, do a quick SWOT in an hour.  Always remember to categories the Opportunities and threats first, and then the Strengths and Weaknesses).   
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The root cause of communication conflict
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The solutions to the problem are the coordinators should schedule care workers rota earlier, on Thursday evening instead of Friday evenings. Travel time on the system   within the organization is that travel time on the system for cares, emailing of rotas should be on Thursday evening not Friday.
[bookmark: _Toc5]
Evaluation of proposed solutions

[bookmark: _Toc6]Implantation plan of proposed solution

 The operational manager should make the coordinators aware of the conflicts and the solutions that is needed to solve the problem.


[bookmark: _Toc7]Communication plan with different stake holders

	STAKEHOLDER
	POWER INTEREST
	KEY INTERSST & ISSUES
	COMMUNICATION VEHICLE
	FREQUENCY
	COMMENTS

	Director
	
	
	
	
	

	Operational managers
	
	
	
	
	

	Branch manager
	
	
	
	
	

	Coordinators
	
	
	
	
	

	
	
	
	
	
	

	
	
	
	
	
	




What actions I am going to take stake holders can be internal employees, trade union, external customer or suppliers.
[bookmark: _Toc8]
Plan for implementation Table


	ACTION
	RESPONSIBLE
	PRIORITY
	STATUS
	START DATE
	END DATE
	COMMENTS

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	
	
	
	
	
	
	




Review and monitoring plan how am I going to do it 

Conclusion
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