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Executive Summary
This is a consultancy business report. The purpose of this report is to evaluate the changes of operation in Unibank while it is undergoing the changes of shifting majority of personal services to the designated call center, named Unicall. This report is going to identify the people management issues including high turnover, low staff morale, customer’s complaints, etc that resulted from the ineffective and deficiency team. This report then provides analysis with some management theories, and elaborates on the recommendations for game theory, training and development, culture differences, etc. 
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Introduction

Unibank was undergoing fairly rapid change in the light of internationalization and expansion. The bank had decided to split the majority of general accounting management jobs and enquiry services for the assigned call center to handle. The dedicated call center was named as Unicall.

This business consultancy report is to identify the key issues of people management of the above change, analyze the related problems and provide recommendations for the bank to cope with the change of external and internal environment. 

Analysis of the issues

Ineffective Deficiency and Team

While Unicall is undergoing the changes of enhancing the call center services from traditional bank branches service in Unibank, the staff morale is low. The staff of the Unicall works under anxiety and disagreed with the arrangement on the changes from management. 

The Unicall staff that redeployed from the Unibank is not happy to adapt to the new arrangement of workload. They are not willing to follow the change of service from personal (face-to-face) to tele service. On the other hand, the new staff, in particular the young labour groups, is not satisfy with the standardized payroll and reward scheme. It is because all the pay scales are the same. Besides, no performance review policy is developed or implemented in Unicall. 

Moreover, there is always shortage of manpower in Unicall. The labour market is too competitive which leads the company, Unicall, is always in under staffing situation. Supervisors hardly can perform as supervisors as they have to assist the ground work due to lack of manning. 

All and all, the team is not functioning in all hierarchy. No team spirit is there. Some of the staff even just transfer the inquiry calls to other staff, put the customer on hold, wait and wait. 

In the theory of games, according to Allen (2005), is a theory for the study of rational behavior by individuals and firms for interactive decision problems. 

In economics and business, game theory seeks to logically determine the strategies that individuals and firms should take to protect the best outcomes for their own in ever changing competitive circumstances. 

Game theory also can apply to explain human behavior. In Rabin most famous paper (1992), he suggested that people may concern not only about their own comfort and security, which most traditional economic theories have been assuming, but also about the well-being of others. However, this pure altruistic status does not always occur unless the three conditions take place. 

Firstly, people are willing to give up their own happiness and comfort to help those who are being nice and good. Donating money to a hard working single mother is an example. 

Secondly, People are willing to forfeit their own material well-being to penalize those who are being cruel, like boycotting a big sale offered by an unethical department store. 

Thirdly, when both condition 1 and 2 have a greater impact on behavior as the material cost of sacrificing becomes less significant. 

Frank (1988) went further to develop that, most recent economic models assume that people pursue their own material self-interest and do not care about social responsibilities. One exception to this saying perhaps can be put in this way: people do not seek to help other people, but rather they do so according to how good these other people are acting towards them. Indeed, the same people can be very nice and moral but on the other hand can hurt other cruelly when they are being betrayed. 

Clearly, these emotions have economic implications. If an employee has been exceptionally loyal, it is very natural for a manager to have a sense of obligation to treat that employee well, even though it may not be in line with his self-interest. Other examples of economic behavior resulted from social responsibilities are using less water voluntarily during droughts, saving energy to help solve the energy crisis, donations to others whenever there are natural disasters. 

In a game, several individual decision makes, called players or agents, strive to maximize their expected utility by choosing particular courses of action. Each player’s final payoffs depend on the player’s own course of action and the courses of action chosen by other players. Game theory is used when decision makers have to consider the reasoning of other decision makers. It has been frequently used to settle the creation and structure of political coalitions or business conglomerates.

On the negative side, consumer may not purchase a product from a monopolist at a higher price than he expected, even if the true value of that product to him is greater than the price. Through not buying, the consumer lowers his own material wellbeing in order to punish the monopolists. An employee who feels she has been ill-treated or betrayed by a firm may engage some sorts of destructive behaviors. Members of a striking labor union may take longer action, which actually lowers their material wellbeing, because they want to punish their company for being not fair. 

From those emotional behaviors, one can begin to understand their economic and welfare implications more rigorously. As the game theory is not solely a managerial tool and business winning tool only, human being plays this game as well. Whether the three implications carried forward by Rabin (1992), can enhance the fairness of the whole society, or the company. 

People’s notions of fairness are heavily influenced by the status quo and other reference points. Thomas (2003) suggested the central distinction between two person games and militiaperson games is likely to be how a person behaves when he is hostile to some layers but friendly toward others. The implications are clear if he is able to choose whom to help and whom to hurt; it is more problematic if he must choose either to help everybody or to hurt everybody, such as when choosing the contribution level public good. One contribute to reward those contribute as well while on the other hand, though not contributing in order to punish those who are not contributing. 

Extending the model to incomplete information games which are always the case in reality, will lead to some new issues, according to Frank (2004). Because the theory depends is heavily on the motives of other players, and because interpreting other players’ motives depends on beliefs about their payoffs and information, incomplete information is likely to have a dramatic effect on decision making. 

Recommendations

Game Theory and fairness in monitoring employees
In generally speaking, game theory can enhance the fairness of the society, when both parties aware the lose-lose situation resulted in unkind behaviors. In game theory, lose-lose situation is the worse one that brings no good to the whole economic society. Game theory then can act as a mediator to balance two the benefits of two sides so that the payback of both parties can reach to an optimal. That is how game theory can enhance fairness in the society. However, the chance of happening all depends on the sensitivity of the individual, while making decision, weighing material interest or self-interest placing in a higher priority, plus the perception to other players as well. 

Employers must be careful to avoid what is sometimes referred to as the end-of-game problem. According to Messick (1979), the end-of-game problem refers to the fact that it becomes difficult to properly motivate managers and workers at the ends of their career. Young managers have well rewarding future job opportunities both internally and externally. These opportunities give younger managers powerful incentive for hard work and honest dealings with their current employers. Old managers enjoy no such job opportunities and face correspondingly less incentives and bargaining power for hard work and honest dealing in their current employment. The same can be said of all employees. How to motivate workers on their last day of work is a classic example of a finitely repeated game where at least some players know the end date. End date knowledge has a profound effect on the playing of the game. Finitely repeated games with a known end date become, in effect, one shot game. 

As Weisbrod (1988) illustrate, suppose a game is to be played on three successive days. After the second game, both players know that the game to be played on the third day will be the last game. After the third and final game, there is no subsequent opportunity to reward good final game behavior, nor any means to punish bad final game behavior. All players will recognize that the third and final game is a one shot game behavior. Because third game behavior is known, the ability to discipline misbehavior in the second game becomes a one shot game. Similar reasoning results in the first day game also becoming one shot game. No matter how many games are involved, certain knowledge of the end date causes an unraveling of the potential to discipline misbehavior. Finitely repeated games with a known end date result in one shot game behavior. 

As mentioned before, whether one person can act not solely due to material interest depends on his own security being threatened or not. Even on the last day of the employment, the company dares not to be unkind to the employee as the materially loss of the employee would be the least if he wanted to play game with the company. That is how game theory will enhance fairness in monitoring employee as the company knows it has to respect for individuals or they will penalize those who are being unkind even to give up. Shefrin(1988) suggested that the company has to balance the degree of monitoring and placing respect. Even the company is planning to lay off someone, reasonable procedure has to be followed in order to lessen the chance of that being laid off worker doing something disaster to the company  internally or harming the reputation of the company externally. 

Game theory and fairness in employee benefit 
According to Akerlof (1982), a worker chooses an effort level and the firm immediately decides a benefit level for this worker. The possible chance of getting a positive fairness equilibrium needs the kindness of workers to the company. 

The only way the worker will not cheat is when the company is acting very kindly. If there is no gift giving equilibrium, and due to the fact that the company’s material incentives are such small, it will finally choose to be unkind to the worker, then followed the worker will choose to be unkind to the company in return. 

As Maurice (2002) pointed out, the material payoffs involved become small, equilibrium utility kevels do not necessarily become small. The reality is no matter how minor the material implications people’s wellbeing is affected by friendly or unfriendly behaviors, but not solely the material interest. 

Again, game theory does enhance the fairness in term of employment relation as well. If the company doesn’t treat its employees fairly, they would rather give up their own career and fight for what they supposed to entitle. Workers would not bare everything if what they have been suffering is more impressive than what they have to give up materialistically. 

Enhancing the Career Security and Job Security for Staff to Cope with Changes

While change happens every day and actually, there is always a saying “change is the only constant in the world”, to keep job and career security, the only way is to develop a ready to change mind set. Individual should understand change is something could never be avoided. Human nature resists change. According to Myers-Briggs psychological typing suggested that 16% human being would seek solution to change and the rest of them were reluctant to change. This also well captured in Spencer’s “Who moved my cheese”. However, a successful survivor seems change positive and an opportunity to new stage. 
To put this issue in a more technical way, career security is easier to achieve than job security, in the sense that career security can be fully achieved if one is self-employed. There is never a chance to be fired. Of course, one will seek for a career change if the nature of career is in an disadvantage status and hardly regain the position in near future. However, if one is self-employed, even though he has to change his career path, it is all out of his own wish and planning, but never being force. On the other hand, if one is being employed, he will be fired with all sorts of reasons given by the management. No matter he is willing or not, if the company compensates him legally, he has no choice but leave. In this point of view, career security is easier to sustain than job security. 
By all mean, no matter to achieve job security or career security, individual may appreciate change through consistent training and education. One reason to resist change is lacking confident in whether one self is capable to handle new operation or system after change. Education gives one insight and consciousness the positive sides of changes while training equips one with technical skills required. If an individual has already trained to fit into the new structure, he has nothing to be scared of. And even, perhaps he himself wants a change because of the opportunity he has been discovering. Knowing something ahead, or empowered with new skill before others, is always to key to success. That is also what Charles Handy suggested in his The Age of Unreason that successful people may not need an precise solution but they always see opportunity while others see threat. 
Train and Develop Multi-tasking Employees to Cope with Changes

Besides to get a ready to change mind set, to diversify one’s skills and experience is a good way to lower the risk and increase job security. When the world is so competitive, individual has to be all rounded. Technical people should be able to be more client-orientated, offering business solution to clients. Business people should know more solid details about the actually operation of the company. The higher the ability to be multi-functional one can be the lower of risk of being substituted and higher the job security he would enjoy. Also, learning something which seems not related to the present career helps too. Knowledge and experience will never been too much. Take an example. An individual comes from a financial background, he is expert in financial planning and investment trend. Then, he has his further study in education field. Those students he has will become his prospects in financial products as well as his financial expertise and experience provides him a chance to teach those related courses. Diversifying one’s career platform will enhance oneself jump to other field if the original career is downsizing due to economic turmoil. 
To be ready for change mentally and technically, equipping with diversified skills and experiences, should definitely the ultimate way to increase job security. As there is always no free lunch, keep enhancing oneself with determination to success is the only way to stay competitive. 
Encourage Employees to Apply Collective Knowledge and Enhance EQ 

Knowledge is for sure very important. There is always a saying that knowledge is power. J.D.’s statement describes that “Your knowledge is your portfolio within your current workplace or within the industry” 

The higher the qualification one possesses, the stronger the bargaining power one holds. Knowledge includes academic qualification and technical training. Knowing everything before others, like what J.D. did, always put oneself in advantage. Knowledge management is one of the hottest topics today. Gaining knowledge directly from books and information may not necessarily helpful to career. Knowledge management emphasizes that knowledge is generate from information through different patterns and conclusions. However, that knowledge is not alive until one knows how to apply them. To apply knowledge, one has to understand the principles and concepts behind knowledge, and this is called wisdom. Only when knowledge transforms to wisdom, this will do good in one’s career. The important of knowledge management is that it can increase working effectiveness. It enhance oneself to deal with day to day new challenges with clear vision and principle, because what one possesses is not only the “dead” knowledge and information from books, but the core concepts and values behind. .

However, it is not everything. The most important element to keep one survive, should be the skill to help him and others, if the individual is a leader, to deal with continuous changes. There are out there lots of psychological studies suggested that emotional intelligence (EQ), somehow is more determinative than IQ. Changes occur every day and changes arouse emotion. According to McBain, he pointed out that individual should use his emotions to help and maintain the organizational culture. And Daniel Goleman went further to suggested that EQ is six times more important than EQ. Technical issues can be dedicated to others, or down line if one is a leader, but when facing continuous changes and unexpected incidents, what keep one calm and make the right decision is EQ. EQ can remove the negative emotions and look at the issue clearly without biases. This includes self-control, self-assessment and determination to success. 
In association with EQ, according to Linda Holbeche, career resilience, should be valued highly in term of career success. If an individual doesn’t have a clear vision on his personal career goal and the strength of mind to success, no matter how rich knowledge one possess, it does no relation to career success. Because of the determination, it implies this individual has a motivation to do better and would automatically to learn more. With clear vision, even though facing hardships which no one can escape from, one will carry on with all his effort. Persistency will seldom be shown if one is not determine enough. All successful stories of great people from ages to modern world, tell us one very true and basic rule: chances leave to those who are always ready. Without persistency and clear vision, knowledge is just a kind of qualification on paper but not an element to success. 
In addition to the importance of EQ, the essence of network and political influence should never be neglected. Nowadays, doing a good job is just a minimum requirement and it could be easily substituted if someone can do better. Political issue used to consider having negative impacts, creating mistrust and complex working atmosphere. However, the positive side of politic can achieve a win-win satiation, which the most important criteria in modern management. During those negotiations, network becomes the most valuable asset in commercial world. 
In the ever competitive world, when knowledge and information are too overwhelming, having a clear vision to success with a great network and great personality is an essential unwritten portfolio in one’s workplace and career path.
Recommendations for Cultural Differences

Working across borders always leads to the debate over the cost and the benefits to an organization. Relocating a staff, even though he is willing to, involves huge cost like retraining, relocation bonus and housing. Besides those actual financial costs, employers have to prepare their staff to the challenges of working across border. 
According to Barnett (1989), the greater the diversity within a team is, the greater the social integration, leading to a higher rate of turnover. Social integration directly affects working performance, job satisfaction and organization harmony. Those conflicts, according to Pelled (1996), can be classified into two categories. One is substantive, referring to those conflicts due to disagreement on tasks, directions, decisions, which are more job-related; whereas the second category, affective, is referred to those conflicts concerning ages, race, gender, which is very personal and subjective. It should never be underestimated the destructive power of affective conflicts, because those will arouse deep emotional impact, binding individual to see things clearly and taking everything personal. This is a huge challenge to organization. This not only will lower the productivity, but also lead to the deformation of structure. 
Another challenge is the barriers to change. Resisting changing seems a human nature because people always prefer to stay in their comfort. Jackson (1995) suggested that those barriers can be divided into three kinds. The first one is individual and attitudinal barrier. This may include lacking of knowledge of new cultures, stereotyping about racial groups, fearing of being inferior for those minority. The second type is interpersonal barrier. Examples are lacking of cross cultural communication due to language barrier and different implications of body languages, being annoyed by majority, lacking of trust and security. The third one is structural, environmental and organizational barrier. This concerns more about rules and regulations, like different payment system and package to employees from different cultures, lack of cultural diversity in managerial level leading to potential inequality, inadequate training to cultural majority to respect minority and poor communication from cultural minority to the top management. 
To cope with those challenges, two perspectives should be considered, according to Carol Stone (1995). The first one is awareness-based diversity training, which concerns more about motivational and psychological issues. Human being behaves and responses according to their own cultures and backgrounds. We always judge others automatically with our own cultures, neglecting different cultures carry different values and judgments. Awareness-based training aims at increase employees’ awareness with those cultural differences, with concrete knowledge on different cultures that they will encounter in working environment. It should include the elements of increasing knowledge and awareness, predicting others response and preparing how to react appropriately and eliminating biases. Sensitivity and respect to those differences should also be emphasized during the training. 
The second perspective is skilled-based diversity training, which concerns more about day-to-day operation and organizational structures. Language training is for sure a must. Without a common language, it will not only lower the general performance of an organization, but also lead to lots of unnecessary misunderstanding. Also, diversifying the managerial level helps as well. At least different cultures’ voice and needs can be reflected to the top level. This act will ensure the flexibility to readjust organizational practices with different cultures. 
With those trainings to equip with employees and the persistency of the organization, it does show the care and place high value to the workforce. When the diversifying workforce commit themselves to this learning and open-minded organization, the organization itself will become every learning and growing, as well as the performances and productions. 
Build up Strong Organizational Culture

It is crucial for expatriates to know the culture of the foreign land where they work in managing the business successfully.
Knowing the differences of foreign culture is for sure very important to keep business successful. The immediate benefit is avoiding the costs one organization has to bear if not managing diversity probably. Diverse workforces, if not being managed appropriately, are less committed and lead to high turnover rate. Continue misunderstanding lowers the trust within the organization dramatically, leading to the cost no organization can afford to pay, that is, negative attitude among employees. No change and policy can be implemented from above. Put it into extreme, those culture minorities may react aggressively to destroy the organization when they feel that they are not being treated fairly. To avoid business trap into those unnecessary troubles and keep successfully, the importance of knowing how to manage different cultures should never be underestimated, 
Viewing this issue in a more positive side, being able to manage the cultural difference, according to the research done by Kanter, will encourage workforce to be more innovative, and also more flexible. Diverse workforces generally are more open to changes and new ideas implemented from above or even or aggressively, propose changes from below. The research went further to suggest that homogeneous groups lack critical thinking and result in conformity, which lead to poor performance. Employees from different cultures will lead to better decision making, due to broader experience, if management level can handle and respect minority. This will certainly uplift the performance. 
However, the business nature matched with SWOT analysis should never be a second consideration. Gaining profits and keeping the same standard are always the aims of organization. Diversity in workforce is a mean to serve or to achieve the company target, but not an end. Therefore, if the business nature is basically not suitable for workforce diversification, or the cost of workforce diversification is too high, overwhelming the benefits, the organization should reconsider this element is an obstacle or stepping stone for business success. 
Also, the whole organizational culture and practices is crucial as well. Carol Stone (1995) suggested that there four main elements to be a high performance organization. Being heard of their different voices from various cultures is only one of these; other three are involvement of employees, procedural justice of the organization and mutual trust between employees and organization. The involvement of employees refers to the belief of employees that their voice is not only being heard but they actually can participate in decision making. Procedural justice refers to the organizational system is equal and open to everyone in term of promotion, payment system and package. The trust is an expression of employees to organization that can be reliable on with a sense of belonging, which encourages all positive actions and willing to learn. To build up a strong and positive organizational culture is an essential factor in business success. 
Another crucial factor for managing the business successfully, business strategy is definitely cannot be neglected. Before discussing whether the strategy is on track with market or not, lots of companies basically have no clear strategies. They keep shifting when things are not going smooth. Those ambiguities and fluctuations in strategies, deliver unclear and always changing messages to employees, leaving them in confusion. 
To achieve continuing business success, knowing foreign cultures is only one of the mean. The main focus should be back to achieving company target with appropriate business strategy and healthy organizational culture. 
Conclusions

The external environment is very competitive in terms of human resources, sales and marketing, and technology, etc. The management of Unibank should aware and look into the problem of Unicall in each sector. It requires more resources to place in human resources department to plan and facilitate the policies with the operation managers and supervisors. Suggest the bank should set a one year plan to rectify and implement the recommended policies. And it shall also plan for contingency, if the operation of Unicall would not improve or even worse after one year target date, the bank may consider to outsource some parts of business to outside experts, i.e. the credit card gift redemption sector, the flat mortgage business, etc. Further details shall be planned ahead as contingency plan as well. 
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