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	Problem Statement 

•    Why you are talking about it?
In service industries such as the healthcare industry the quality of service provided is paramount to its success (Jauhari & Dutta, 2009). This is evidenced by the three objective of Memorial Hospital that are to enhance customer service, minimize cost and minimize fluctuations in the workforce level. Quality of service is essential to ensure the development of sustainable competitive advantage at the hospital. Nurse turnover and staffing have been identified as the main issues that affect the operations of Memorial Hospital (Krajewski, Ritzman & Malhotra, n.d). The health care facility losses its talented nursing staff to the private healthcare facilities that provide greater work flexibility and better pay. Inability to staff its nurses accordingly lowers the quality of service provided which hinders its growth in a competitive market. Accurate assignment of the nurses to the seven wards is essential to its continued growth and success.
•    What is the business reason for choosing this issue?
The inability to retain the nursing staff and ensure effective assigning of the nurses is directly related to the scope of healthcare service provided.  With less nurses and the failure to adequately assign the nurses compromises on the quality of care provided to the customers which leads to loss of brand and reduced earnings (Johnston & Clark, 2008). Effective assignment of the nurses to each of the seven wards that have been understaffed is essential to enhancing service delivery within each of these wards promoting greater income from patients whose purchasing decision is based on the quality of service provided (Krajewski et al., n.d). The number of nurses within a healthcare facility translates to the level of quality needed and thus provide the health organization with a competitive advantage that aims to enhance its positioning in the healthcare market within Western North Carolina (Krajewski et al., n.d).


	BACKGROUND - CURRENT CONDITIONS 
•    Where things stand today?
Currently Memorial Hospital has eight wards and only one that is the surgical ward that is correctly staffed. The health care facility has 130 nurses of which 20 are surgical nurses. 110 of the nurses are assigned to the seven wards and are rotated based on the demands of each ward (Krajewski et al., n.d). The cost for hiring a new full time nurse would be $400 while laying off a nurse would cost $150. The hospital cannot lay off nurses as it seeks to maintain an effective level of workers while aiming to enhance quality of service. Nurses receive a high pay of $12 an hour and an overtime of $18 and receive four weeks of paid vacation each year all of which are efforts to reduce turnover among the nurses (Krajewski et al., n.d).
•    What is the problem with that, where they stand?
The problem with the current situation is the healthcare facility is unable to effectively staff its nurses to meet the needs of each department while hiring new nurses would be expensive for the facility which goes against its second objective of lowering cost of operations (Krajewski et al., n.d). The high pay provided to the nurses may be unfeasible to small healthcare facility and the hiring of temporary workers who are more expensive as they charge $15 dollars an hour which is 3 dollars higher than the employed nurses identifies that the organization has a staffing problem that needs to be addressed (Krajewski et al., n.d).
•    What is the actual symptom the business feels that requires action?
The actual symptom that Memorial Hospital that needs to be addressed are the staffing inadequacies to each of its seven wards. The organization only has 110 nurses and staffing them into seven wards while aiming to maximize customer satisfaction is a challenge. Memorial Hospital therefore seeks to address its nurse staffing operations by determining how the current nurses can be rationed to each ward providing quality service while lowering the cost of operations without having to hire more full time or temporary nurses (Krajewski et al., n.d).
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