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The healthcare system is a significant sector and all healthcare providers must be confident of the quality of care they are providing. (Chiswell, C. et el 2015.) service delivery should be top notch as required by the regulatory body and all stakeholders.
This report is based on Care Expertise as a health care provider, highlighting the problems as experienced by the organization in the course of service delivery.
Care expertise:
Care expertise is a holding company located across London and, established over 20 years ago with a mission of minimizing obstacles and brightening lives by focusing on strengths rather than simply identifying difficulties of its service users. Care Expertise is one of the 200,000 care homes in UK (www.careexpertise.co.uk). 
Care expertise offers warm, safe and high quality individualized care to vulnerable adults and the elderly often with complex needs, through the provision of 5 residential care homes, 8 supported living houses and 2 nursing care homes to experience fully active lives. Care expertise clients include individuals with learning disabilities, mental health needs, autism, behavior challenges, sensory and communication impairment, development disorders, dementia and epilepsy. 
Care expertise, aims to enable its clients to realize their full potential and to fully lead fullest active lives.  It employs trained, high qualified caring, compassionate, sensitive staff who work towards making a difference to the lives of others. 
The company objectives include the following;
· Providing high standards of care and support to every service user/clients.
· Assisting clients in the development of their sense of identity and self-image and preserve their cultural and religious heritage.
· Accepting and understanding each individual client, at all times maintaining their dignity and self-respect.
· Recognizing the specific communication needs of each individual and work towards enhancing their communication abilities and develop self-expression.
· Adopting a person centered approach, ensuring the best possible support for each service user, providing a service specific to the needs of the individual, giving them a sense of belonging.

  Problems Faced by Care Expertise:

1. Recruiting and maintaining competent staff.
Ensuring that staff are competent in the planning and delivery of their care services is one of the greatest challenges. Because poor staff knowledge and competence leads to poorer service delivery for service users. Inadequate competent staffing in care homes is arguably the principal catalyst for a vast majority of the challenges that care homes face.  The main reason for this is due to the high labor turnover. 
 Lack of sustainable staff leads to heavy reliance on agency nurses and carers which is difficult and costly to sustain, even for short period continual recruitment drives due to the high turnover of employees. Recruiting and retaining staff is a greater challenge that has made Care Expertise operate at a very high cost. It has been documented that high turnover of staff reduces continuity in care for clients it takes quite some time for new staff to know service users’ preferences of care, life history and clinical needs. 

 Cousins C. et al 2016 stresses that there is often a poorly defined career pathway for care home staff, the report recommends that the Royal College of Nursing, should promote a national career pathway to develop clinical leaders within the care sector and increase the value of the care staff in the eyes of society.


2.  Increased regulations on care homes.
The care sector is the focus of increased regulation in light of a number of high profile incidents in relation to care levels and is seen as necessary in order to protect some of the most vulnerable members of society. According to the health and Social Care Act 2008 (Regulated Activities) Regulations 2014, the Care Quality Commission (CQC), determines the ratings for care homes and if a care home fails to meet the minimum industry standards, CQC has the power to revoke the operator's registration. 
Care Quality Commission regulations may include but are not limited to the following.
Consent ; that all service users must be given a choice to give consent to any form of care or treatment being given to them. This is not easy all the time because some service users may not have capacity to give consent on some form of crucial care required for them and this will involve a long process to obtain.
Safety; that all service and staff must not be put at risk or harm that would be otherwise avoided. Risk assessments must be carried out and updated regularly.
Safe guarding from abuse; that all service users must not be subjected to improper treatment as they receive care. Forms of abuse may include, neglect, unnecessary restraint, inappropriate limit on freedom etc.
Food and drink; service users should be given a choice on food and drink and these must be enough.
Premises and equipment; the area in which care is provided should be in good and suitable condition and equipment regularly serviced.
Good governance; effective governance systems should be put in place to check on the quality and safety of care. 
Staffing; all care providers must have enough suitably qualified staff to meet the standards. Staff must be fit and proper.
Duty of condour; all care providers must be transparent with the way they provide care. If anything goes wrong, the responsible staff must report what happened, provide support and apologise.
Display of ratings; CQC ratings should be displayed and all information must be included on the website.
 With all this in place, a reduction in CQC rating will often impact negatively upon the operator's therefore Care Expertise has a challenge to keep up the CQC regulations in order to maintain a high rating from The commission as this is in most cases the basis on which potential cliets choose which service provider is suitable.

3. Reduction in government funding,
Care homes have inadequate funding to provide quality services for its clients due to withdraw of local authority funding. Care Expertise is purely private and depends on service user payments. In recent years the government reduced local authority funding for such social centers. 
At Care Expertise, all service users are funded by their respective local authorities hence always lack funding to cater for their necessities. Christopher (2017) reported that over the past five years, local authority funding has fallen by £4.6 billion, representing a 31% reduction in real terms, which is significant in light of the fact that around 60% of residential care homes are local authority funded

4. There is communication challenge
Without effective communication skills staff will be less able to:
· Find out what service users, or other practitioners think and feel, 
· Provide the kind of information others/clients need. 
· Interpret complex situations accurately especially for clients with behaviors challenges.  For example, at care expertise group, most clients have learning and verbal communication disabilities and hence are not able to communicate their needs effectively.
 Different means of communication have been put in place for example communication books, regular meetings, communication boards etc. but often times there are still situation when information is not passed on appropriately and creating challenge in the quality of care provided.

5. High maintenance costs especially on property housing the care homes.
 Industry opinion suggests that buildings converted into care homes, rather than purpose built care homes, are often more likely to fail due to the higher long-term maintenance costs required to ensure that the home complies with ever-increasing regulation standards. Converted buildings are unlikely to deliver, to the same extent, the occupancy requirements of present day residents and may therefore not be as attractive to residents or their families. Increased regulation in the sector will inevitably drive an increase in in-house maintenance costs and may require further investment from the operator in order to remedy any areas of underperformance in service delivery

In a nut shell, important challenges faced by CEG relate to inadequate funding, undefined career pathways, and staff recruitment and retention. However, recruitment and retention of registered nurses is arguably the greatest challenge, and high staff turnover is the catalyst for other challenges identified. Therefore, the care home sector should be considered and prioritized by local authority as equal to hospitals, community settings and hospices, because they offer registered nurses many opportunities for development of clinical and organizational skills.

 Problem Solving Techniques for Challenges Facing Care Expertise.
a). SWOT Analysis
SWOT analysis (strengths, weaknesses, opportunities and threats) analysis is a framework for identifying and analyzing the internal and external factors that can have an impact on the viability of a project, product, place or person.
It’s a set of guidelines used to compare and or confront the internal capabilities with external developments (Oham, C. and Macdonald, D., 2016). Questions like does the organization have the capacity to withstand threats as well as exploit opportunities in the prevailing business environment. 
 In this report, SWOT analysis is employed to identify and analyze the challenges facing Care Expertise residential home care and nursing homes to its service users/clients.

Table 1- Strengths of Care Expertise 
	
	 strengths 
	    Indicators

	1
	Competences and skills
	Experienced, trained, compassionate, caring and sensitive staff

	2
	Adequate infrastructures
	5 residential care homes, 8 supported living houses and 2 nursing care homes, 

	3
	Location
	It is strategically located in accessible residential areas across London and Surrey.

	4
	Variety of services offered
	Learning disabilities, mental health needs, autism, behavior challenges, sensory and communication impairment, development disorders, dementia and epilepsy.

	5
	Data of CE service users.
	CE has a well maintained data base that inform decision making and planning yearly. CE learns from previous experiences basing on data.

	6
	Continuous on job training
	CE often trains its staff in various care aspects

	7
	Brand name and experience in the field.
	CE has been in existence for over 20 years, it has good image and reputation in the communities of its unique quality services.






        Table 2 - Weakness of Care Expertise.
	
	Weakness 
	Indicators

	
1
	High turnover of Compete and skilled staff
	High turnover of employees, which reduces continuity of quality care for clients and leads to high costs of CE operations.

	2
	inadequate infrastructure maintenance
	Lack of adequate funds for maintenance and sustainability. increased regulation of home care centers by government and High maintenance costs especially on property housing the care homes to meet  CQC standards

	3
	Location
	CE lacks presence in the whole of UK where its services are readily needed.
Low coverage in terms of scope and population.

	
	
	

	
	
	

	4
	 Continuous costs especially for recruiting and training staff
	CE spends a lot of money on in service training but workers are not sustainable (high turnover), leading to high operational expenses on human resource. Withdraw of local authority funding.

	5
	Stiff competition of Brand name and 20 years’ experience
	CE has many competitors in the market, over 200,000 home care service providers in the UK




      Table 3- Opportunities of Care Expertise.
	
	Opportunities 
	Indicators

	1.
	Social media for cheap advertising
	CE has a well maintained and updated website with picture galley, services offered and news. Facebook and what up groups.

	2.
	Owning buildings built purposely for care homes and tailored for learning disability clients.
	CE has lower long-term maintenance costs required to ensure regulation standards compared to competitors operating in buildings not constructed for that purpose.

	3.
	Aging population over 18% (12 million people) of the total UK population is above 65 years.
	This creates opportunities for  future more clients of care homes and nursing homes

	
	
	

	4.
	Advanced technology
	Reduced costs on information sharing, advertising, trainings and content development, less paper work due to use of internet, mail and what-ups


         




Table 4- Threats of care Expertise.
	
	Threats 
	Indicators

	1.
	withdraw of local authority funding
	This has reduced on the cash flow to manage operational costs

	2.
	High turnover of staff (unstable staffing)
	This has also resulted into high costs of continual recruitment and trainings as well as reduced consistence in service delivery. Finding qualified staff

	3.
	Ensuring sustainability and Competence of staff or keeping qualified staff,
	Most qualified staff leave because of lower pay and being over worked.

	4.
	Political influence
	Changes in government policies regarding home care services, regulations in terms of taxes and operation standards requirements and Brexit.

	5
	Changes in life styles of people
	Low incomes, high inflation and increased costs of living may cause some clients to remain in their names.

	
	
	







b).   PESTEL Analysis as a Problem Solving Technique.
 PESTEL analysis is used for the assessment of macro environment in which the business operates. Macro environments including external factors (political, economic, social, technological, legal and environmental) can maximize opportunities and minimize threats in the organization. However, it’s important to note that the impact of different macro environment factors varies on various businesses or organizations. For example, 
the effect of climate change on agricultural farms is different from the effect of climate change of residential home care business. 
(i). Political Analysis at Care Expertise (CE)
Political factors that determine the extent to which the government has influenced CE business through regulations, changes in fiscal policy, tariffs and tax policies. Increased regulation of care homes (licensing registration) by government has resulted into a number of high profile incidents in relation to care levels and is seen as necessary in order to protect some of the most vulnerable members of society. CQC determines the ratings for care homes and has the power to revoke the care home operator's registration. This political influence has created opportunities for qualified care homes like CE and unqualifying home care institutions have been eliminated.
Reduction in government funding to nursing care homes/residents due to withdraw of local authority funding have affected the quality of services offered to  its clients and resulted into high rate of employees turnover. Therefore, the political decision of withdrawing local authority funding has created 
unavoidable threats to care homes business.

Stable UK political environment with favorable policies such as social protection has created opportunities for CE to expand and grow its business for the last 20 years.
Government infrastructures such as good roads, electricity/energy, sewerage, loans have all contributed and laid stable business environment for CE.

(ii)  Economic Analysis at CE
Economic factors are determinants of an economy performance that directly affects the business and could have long term effects on the profits. Such economic factors include inflation rate, interest rates, foreign exchange rate etc.
In the case of Care Expertise, the cost of running the nursing home is too high in terms of facilities, salaries, and cleaning detergents among others caused by high interest rates and high prices of goods and services.

At the same time staff demand high pay in order to meet the basic needs (goods and services) in the economy. Recruiting and retaining of care home nurses is costly for Care expertise because they are always looking for higher pay and good working environment with a defined career path. Therefore, economic factors have created threats for home care business than opportunities.

 (iii) Social Analysis at CE
Social factors include cultural trends, demographics, population, behaviors, season, and income distribution among others that influence business/organization in a particular environment. 
Care expertise has benefited from the social factors, the elderly people prefer staying in residential care homes with other elderly colleagues other than remaining lonely in their homes, people with children with learning disabilities also prefer to have them looked after by professionals. It’s the social culture trend that has enabled CE to expand its business opportunities for over 20 years.
Increasing aging population in the country has created high demand for home care services because elderly people are always associated with multiple diseases that require palliative care.
iv). Technological analysis at CE
Technological factors include innovations in technology that affects business and organization operations. For example CE has gained many opportunities with technological advancement such as internet, face book, what-ups and you tube. CE spends less on advertising its services, information sharing and clients liaisons. Because of technology, CE service users and stakeholders are regularly informed and updated of new services or changes hence stable business environment for both workers and clients.
Technological innovations has resulted into the use of less paper or printing activities at CE homes, hence reducing administrative costs.







v). Environmental analysis at CE
Factors of business environment analysis such as climate change and weather are  environment offsets among others that influence business operations, for instance agriculture and tourism. For the case of CE, environmental factors influence is not felt much, except in winter seasons when the energy costs of maintaining residential home care homes warm rises. Therefore, environment changes are not threats to home care business.

vi). Legal analysis at CE
 Legal factors are both external and internal whereby there are laws affecting business environment in a country and the laws or policies posed by the company themselves keep standards. For example, consumer laws, health and safety and labor laws. Home care business operated by CE is regulated by the local authorities, therefore setting quality care standards for homes and service users.
Employment legislation protects rights of workers by setting minimum wage requirements, anti-discrimination by race, religion, sex, and anti-harassment, however, this legal provision has created many threats to home care business at CE in the following ways;
- high rate of employees turn over supported by workers rights.
- high operation costs in terms of regular trainings and recruitments which also affects the quality of service delivery as new staff take some time to get used to the needs/behaviors of clients.
- challenges in maintaining competent experienced employees. Hence, legal legislation in the business environment has reduced reasonable opportunities for profit making in home care business.

c).    Fish Bone Diagram as a Problem Solving Technique
Fish bone is a problem solving technique for identifying all the possible causes (in puts) associated with a particular problem/effect (output) before narrowing down to the small number of main root causes which need to be addressed.
 A fishbone diagram also known as a Cause and Effect diagram graphically illustrates the results of analysis and it’s constructed in steps displaying potential causes of a problem, effects and the relationship between cause and effect and potential causes. 
Fish bone diagram problem solving technique is implemented to stimulate thinking, provide a structure to deeply understand a problem, helps to determine the root causes of a problem, encourages group participation and utilizes group knowledge, increases knowledge by helping everyone to learn at work and how they relate with each other, and provides a framework for planning especially on data collection.






Causes of High rate of Employee Turnover at Care Expertise Group
	    High Rate of Employee Turnover




Figure 1: Fish bone diagram showing the causes and effects of high employee turnover at Care Expertise Group.
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 Alternate Solution Generation 
Home care service providers such as CE to utilize unions or come together as one and influence the government and local authorities to make home care professionals a recognized career in institutions, with modules to equip students with skills and knowledge required to work in the care setup. Because residential care homes preserve important members of the society and generate revenue through direct taxes and indirect taxes of consumer goods and services. 

Selecting the best solution using PMI and implement the best solution.
The PMI is the plus-minus-interesting valuable improvement technique to the weighing pros and cons in decision making. The PMI highlights the positive, negative effects of the decision made and its implications as well as possible outcomes of taking the action/decision of which might also be positive, negative or uncertain.
In the case of Care Expertise group, I will select the best solution for the major challenge facing the home care business using PMI as in table below.






a). Selecting the best solution using PMI technique for solving high rate of employee turnover.
Table 5.
	Plus
	Minus
	Interesting
	PMI Score

	Put a fixed wage for care home staff. 
(+10)
	  the cost of recruiting competent staff 
(-10)
	High rate of unemployment 
(+8)
	
+8

	Make care home nurse career recognized by government and society.(+15)
	Mandate for government policies to be included in the budget (-8) 
	
Depends on government, and careers will be recognized in society (+6)
	

+1

	Put fixed working hours per day
 (+6)
	 Workers may not be enough for all clients (-7)
	few staff with skills and experience (-6)
	-7

	Provide motivational incentives such as health insurance and transport and free parking allowances/facilities (+8)
	
Operational costs may not be enough to cater for incentives
(-5)
	Will attract more experienced people to work in nursing homes (+10)
	

+13

	Provide trainings with restricted job contracts of 1 to 2 years. (+4)
	Few employees will apply for jobs (-2)
	Potential employees may not be willing to tie themselves on home care jobs (-3)
	

-1

	Seek extra funding from local authority, and reduce costs of regulations and building maintenance. (+6)
	 Local authority has withdrawn funding  (-6)
	No extra financial support from government. (-5)
	

-1

	 + 44
	· 38 
	16
	



It’s important to note that after adding up the scores of PMI, a strong positive score shows that an action should be taken and strongly negative score shows an action should be avoided.
Basing on the strong positive score of +8, putting a fixed wage for care home staff may reduce the high rate of staff turnover and +13 score indicates that providing motivational incentives such as health insurance and transport allowances and accommodation facilities, and making home care nurses career recognized by government and in society will create an impact on reducing the rate of employee turnover.
However, most of the PMI negative scores, shows that the suggested solutions or recommendations should be avoided, such as fixing working hours per day and providing extra trainings with restricted job contracts of 1 to 2 years among others.
b). Implementing the best solution
According to the PMI in (a) above, the best solution or strongest positive score  is (+13) of providing motivational incentives such as health insurance, transport allowances and accommodation facilities, to motivate workers and ensure high retention at home care working places.
Implementation plan
A locate each nursing staff with the following;
· Fixed monthly wage
· Basic Health insurance
· Transport allowances depending on the distance from his/her residence
· If not, accommodation facilities near the home care facilities 

Recommendations and Conclusions
· The government should work hand in hand with home care service providers and service users while planning and drafting policies relating to social protection or home care services, and they should be consulted about certain legal issues and procedures before they are implemented. This will result into efficiency in service delivery and reduce wastage in operations.

· Home care nurses should be recognized as a career by the government and a minimum wage legally set, to reduce on the high rate of employee turnover. High turnover of home care nurses are caused by a poorly undefined career pathways. Therefore, the Royal College of Nursing, should promote a national career pathway to develop clinical leaders within the care home sector and increase the value of the care home nurse in the eyes of society.

· Providing motivational incentives to residential home care staff such as health insurance, transport allowances and accommodation facilities, will motivate workers and ensure high retention at home care working places.
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