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[bookmark: _Toc91192800]Introduction
There is no such thing as a company that has never faced a work based problem, no matter the industry. The quality of solving the problem and taking the right decision will make the difference between a succesfull company and a company that is heading for failure or is being avoided by customers or potential employees.
This report aims to present a detailed analysis of a complex work based problem and its potential solutions. To formulate relevant solution options, I used recognised problem solving tools and techniques such as SWOT analysis, PESTLE analysis and Fishbone diagram. 
When we are facing a problem, we tend to think at the solutions first, ignoring the necesity of knowing the underlying problem, the root causes or the implications it has brought.
Albert Einstein once stated that “If I had an hour to solve a problem I'd spend 55 minutes thinking about the problem and five minutes thinking about solutions”. It is really important to keep that in our minds because we have to understand that preparation has a great value regarding problem solving. 

[bookmark: _Toc91192801]Summary of the Problem
A company that provides telephone and television services faces problems with employee motivation and company evolution, regarding the call center department, where as a result of workplace changes (switching employees to remote system) the customers` services has suffered and there has been registered a poor job performance.
Due to the pandemic situation, the management decided to move the employees to work from home, in order to prevent possible illnesses at work and to affect the availability of the staff, but also out of concern for their health.
After this change, there are differences between the quality of the activity carried out before working remotely and the current one, it seems that the number of customers with negative feedback has increased considerably. The management states that customers` problems are treated superficially, and there is a lack of determination to come up with the optimal solution to satisfy the client.

[bookmark: _Toc91192802]SWOT Analysis
To evaluate the advantages and disadvantages of workplace changes, a SWOT analysis represents a proper tool that can help us identify its strengths and weaknesses and better understand the opportunities and the threats. In the following is the SWOT analysis of remote work.

Fig. 1  SWOT Analysis

Strenghts:
· Talking to customers is done over the phone, so for them it doesn't matter where the employees work from
· Customers still can reach the suport team via company`s website
· Work reports on the activity have always been sent to superiors in electronic format
· Each employee uses a single set of work equipment, which can be easily moved and installed in their own home
· The activities do not involve teamwork, but individual tasks, so for the proper functioning the presence of the team is not required
· Any work meetings can be held online on the Zoom platform
· Flexibility for employees
· The employees save time on commuting
Weaknesses:
· A working hours tracker is needed, to monitorize the employees` activity 
· All the data has to be secured 
· Not getting the working environment which can be helpfull
· Lack of face to face interaction with colleagues and information sharing, external influence and development
· It affects personal development by the isolation it implies
· Building a network with work colleagues comes naturally face to face, but remote is not that simple

Opportunities:
· Work life balance for some employees 
· Enhancing time management and sel motivation skills 
· Eliminates the risk of infecting several employees at once, which would paralyze the activity of the department

Threats:
· Distractions from family members, pets, another activities 
· Dificulties in concentration because of the lack of proper workspace 
· The lack of self-discipline in using social media 
· Boredom due to the lack of personal connections between colleagues
· No healthy pressure of the working environment
· Not easy to separate work from the private life 

There is a strong connection between working environment and motivation. Working from home could be a serious threat for productivity because the workplace boost it`s missing. of course, the effects differ depending on the person in question, each may or may not have an affinity for such a way of working.


[bookmark: _Toc91192803]Fishbone diagram
To categorise the factors that contributed to the problem that management is facing I created the following Fishbone diagram (also known as an Ishikawa Diagram), which will help us better understand the cause and effect and visualise them.
[image: C:\Users\Beatrice Iurciuc\Desktop\fishbone.png]
Fig. 2 Fishbone diagram on poor job performance

This `cause and effect` diagram shows us that the state of tension, uncertainty and panic that arose with the pandemic situation can create imbalances in relation to professional, social and personal life of the employees.
For those who are facing a lack of adaption ability, carring out the work activities at home can be really shocking. They have to work with themselves to be organized.
Office work, office atmosphere, the presence of colleagues in the same perimeter could be a guarantee for carring out professional activity without any distractions and even with more motivation.
More than that, employees need face-to-face interaction with the team and recognition for the value of each of them for the company, not to be treated like numbers which do not produce the expected results.
[bookmark: _Toc91192804]PEST Analysis 
The work from home trend accelerated beacause of the pandemic situation. Remote employees and managers should notice the challenges associated to this change and should pay attention to find the right work life balance, to overcome isolation regarding the workplace, to compensate the face to face interaction and the lack of visibility. 
About the situation presented above and the workplace problem it represents, the management needs to make decisions keeping in mind the profitability, employee welfare and ethics of the firm. In order to so, a PEST Analysis is required, to analyse the Political, Economic, Socio-cultural and Technological situations that can provide opportunities but also threats to the company. 
[image: What Is PEST Analysis and Why it&#39;s Useful]
Fig. 3  PEST Analysis

Political
According to the latest news from The Guardian Newspaper, the UK government is taking in consideration making flexible working a default option in some cases. Moreover, it is possible to approach other forms of flexible work style, like part time hours for example. Memebers of the business lobby groups are considering to keep flexible or hybrid perspective adopted during the pandemic.


Economical
The Welsh economy is confronting with a profound shock due to the Covid-19 pandemic (Carter and Johnson, 2021). Public health restrictions and lockdowns have requiered from certain people to work from home, if possible.
It is known that the number of remote workers has increased by 43 % in the beginning of the lockdown, compared to March 2020, where UK data shows only 5 % of home workers (Felstead and Reuschke, 2020). Even though this number won`t be sustained after the Covid pandemic, it is expected that there will be more remote workers than they were in March 2020.
Whether the increase in working from home has affected productivity or not will reflect on the ‘observable outcome of all economic relationships between people, firms, organisations and institutions’ (McCann, 2018) and it will impact sustaining some of the remote work in the future.
Socio-cultural
Well being and productivity could be increased due to flexible working, but it also could increase inequalities because of its poorly distribution throughout the population and as an example we can mention `the unequal burden of care carried by women, causing more women than men to leave the labour market during the pandemic` (Hobbs, 2021).
Moreover, working from home can also lead to social and professional isolation.
Technological
In order for an employee to be able to work from home, he must dispose of access to a proper work space, specific tools for carrying out the activity or getting in touch with people with whom he has to collaborate to perform tasks. At the same time, the technological capacity of employers and employees must be large enough to allow work from home. If the technology can be accessed and used at home, it means that there is potential for a company to be able to support remote activity.
According to the data available on the Office for National Statistics official website, `ONS analysis into information and communication technology intensity previously found a saturation of adoption of basic technologies, which are commonplace and integral to routine business functions. Analysis also recognised the commonly held notions about the productivity benefits of technology, within the data` (Bela and Wilkinson, 2020).
All of the above analyses will help the company to see the big picture and will help the management department to take the decision accordingly to the company`s characteristics.
[bookmark: _Toc91192805]Evaluation of Possible Solutions and Action Plan
Given all of the above analysis, we can use the results obtained to draw solutions paths.
Usually, the challenges that a organisation faces start from the top. Therefore, to obtain a successful home working setup, it`s the management`s duty to support the team and guide it. The threats and opportunities must be understood and these have to weigh as much as the idea that people are different, meaning that some could be independent enough to adapt to home working, but some others could live struggling times. So it is very important to maintain an efficient communication habit between team members 
One of the solutions could be for remote work to be decided taking into account the situation of each individual employee and his suitability for the concrete situation. In some cases, if the settings aren`t appropiate, it might be better to avoid working from home so the profitability won`t be badly affected.
A second solution could be to implement hybrid remote working by first providing employees the chance to choose the time they have to work from home, so they can decide based on their tasks or schedules.
Another solution could be to propose a specific amount of hours that can be used on a monthly basis for remote working and to give to the employees the free power to choose work around them.
In my point of view, if an analytical decision is to be implemented, the first option is the most suitable for the given situation.
[bookmark: _Toc91192806]Conclusion
It is interesting to see how the effects of new or difficult circumstances extend even to affect the performance of a business.
To strategize on how best to adapt to the changing political, economic, social and technological circumstances within the marketplace and how to deal with the possible problems this involves, businesses have to first analyse the problem in various ways and then think about a solution. 
The situation we monitored is about the workplace change and we saw how external factors influence and contribute to a complex problem, which is poor job performance.
In order to succeed as a company it is important to fiind the proper ways to adjust to differences and to embrace changes and provide specialized training, support and opportunities for social and business interactions for both traditional and remote employees.
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