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Task 2 – Case study -Individual writing report 

This is a real story. Reading the modules and participating to classes,  seeing the problems solving techniques that was showed us, I realised that in my ex work experience I encounter a problem that I resolve with some of technique that we were touch in our classes. The story is like this:
I worked in Romania in a Vodaphone call centre where we are selling Vodaphone products through the phone. Vodaphone it is the bigger and trustable phone company in Romania, and I am worked in that company for 2 ,5 years. Taking in consideration that my current status in that workplace was as a trainer and a coach in the same time, the company believe and trust in my own modalities to resolve problems that I encounter. Because I am Hungarian and I was born in Romania, in my house my mother and my grandmother were always talking Hungarian language with me. Because of this, my ability to speak Romanian language was not so good and I always (even now) I have problems speaking correctly Romanian language. Nonetheless, lacking in speaking Romanian language correctly, I had other skills that helped me progress very easy in that workplace. I new how to listen to people and how to make them feel appreciated and show them, that I care about them. So, from being a simple salesperson, I was promoted in less than 7 months as a coach and after as a trainer. Having this status, I had a team of 32 members. One day, one of my team members came to me with a problem that she had. Her name was Alina Barbulescu and until that day she worked from that company for 8 months.
She began her conversation with me telling me that she had a problem and she needed to talk with me. First, I wanted to understand her problem, so I ask her what happened. She told me that she cannot sell anything, majority of the people with who she talked on the phone were closing the phone on her and she did not know why. She was not insulting them or things like this. She was trying to be nice on the phone and even so, after 20 seconds majority of the persons were closing the phone on her and she did not understand why. She  felt very bad because of this and  every day  when she went home she was up sad because she fell that she is not  worthy and I felt very frustrated because of this .This was affecting even her personal life, because when she went home and her partner saw her that she was so up said ,he did not know how to help her he because of this, she was making him feel bad as well.
When I heard all of this, I gave her the thanks for sharing this with me and I told her not to worry, because together we are going to resolve this.
[bookmark: _GoBack]I explained to her that to be able to resolve her problem, first, I had used the “Stake holder Analysis” technique. This mean that I had to identify the problems that she had and what it is the impact of them within the company. The impact was, that she was not selling almost no product from Vodaphone and her sells target was in that moment far away to be reached. Moreover, in her case, after listening to her phone recordings for 1 week I realised some problems that I wanted herself to see them. So, both of us together we listen to her phone recordings with some customers for 6 hours. 
After she heard herself how she sounds on the phone she realised like me, that her tone of voice was the problem. She told me that she realised that she had a pitiful (high-pitched) tone of voice that was very disturbing to hear it on the phone. The impact of this problem was that she could not sell nothing because she felt rejected every time she was talking with a potential customer.
Next step that I did was that I used the five building blocks of successful change called “The ADKAR model”. This model implies awareness of the need for change. This is why I ask her to listen to her one’s voice recordings voice calls because I wanted her to realize the problem that she had. The model has desire to participate and support the change, in her case this was represented by the fact that she came to me and she told with what she was struggling. Furthermore, this model infers knowledge on how to change, this mean that we did some voice tone exercises that helped to change her tone of voice. Besides, this model has the ability to implement required skills and behaviors. I believe that she had this ability and after every voice exercise that we did, we recorded her ton of voice again and she had listen to her tone of voice to saw the changes that occurred. Additionally , when she was finishing her work shift every day, and she went home she was doing  those voice exercises at her home and she recorded herself  and after she listen to her recordings  to hear by herself   how she sound on the phone. Moreover, “The ADKAR model” indicates reinforcement to sustain the change. This mean that every time she did a sell applying the new voice of tone she was rewarded with chocolate, because I know that she loved chocolate.
Furthermore, I used the “PMI” which stands for “Plus, Minus, Interesting”. This idea implies: “Plus” for positive ones, which in her case was the result that she sold more, and in consequence she felt worthy and much better with herself. “Minus” for damaging ones, which in her case was the fact that she lost that tone of voice that she was used to use in any phone conversation that she had, and “Interesting” for those aspects that may represent opportunities, which her case was the fact that she become a good example to fallow if you have the willingness to change. Because every change that you made and you wanted to be sustainable in the future has to be made in little steps (Prokaska, 1992) the duration of all these exercises was 6 weeks.

After the implementation of this techniques I used Gantt Chart. Like this was easier for us to see in real time her progress and if the solution that I implemented was working or no, so every day she wrote on the Gantt Chart how many sells she did in that day. Every day we could actually see her progress and her satisfaction was growing every day.
Additionally, I used Cotton`s and Hart positive psychology to reinforce her and to show her that I encourage her, and I believe in her. 
Because of disbelieve, after all the work that we did together, I registered one phone called of her, in a contest organised by Vodaphone for the bestselling phone called record in Romania. And she won!!! I wanted to tell you how appreciated and valued she felt after she saw that she won the contest. I felt good as well because I saw her evolution and the fact that It is true that anything can happen if you believe and work on in it!  
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