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1.0 Introduction

This report mainly introduces the contents of seven different blogs, and elaborates on theory and practice according to requirements.

2.0 Interview With Leader

In this part, researcher asked Mr. He Siyuan, manager of McDonald's Fruit Lake branch in Wuhan, Hubei, China, and talked with him about leadership and challenges brought by current internal and external environment. As a manager, Mr. He has his own understanding and analysis of leadership and management, it can help researcher learn more about leadership and current leadership dilemma.

Researcher asked Mr. He five questions, which are:

As a leader, do you think the current external environment affects operation and development of organization? What external environment do you think has affected the organization?

Which internal environment of organization do you think has affected the organization?

As a leader, what is the most important factor of being a leader?

As a leader, are you satisfied with the current operation of organization? What changes do you think organization needs to make to strengthen its own advantages?

What are your thoughts on the future trends of internal and external environment of organization?

Researcher wants to use these questions to understand the main external and internal environment the organization is facing, as well as organization's leaders' evaluation and future expectations of their organization. Researcher can also use this interview to understand the organization's leader's prediction of impact of future changes to organization.

The entire interview process lasts about 30 minutes. The photos, link of interview record and interview process will all be in the appendix.

3.0 Blog of Interview

Lead to the Victory
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Recently, I had an interview with my friend Mr He. As a manager of McDonald's, Mr. He has extensive practical experience in leadership and organization management. In order to analyze leadership dilemmas and future changes of organization, I asked him about his current internal and external dilemmas as a leader and future development of McDonald's. Mr. He explained to me the main difficulties and challenges as a leader, and expressed his attitude of current operations. From this interview, I can better understand the impact of leadership dilemma.
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Dilemma is a complex and tension-filled problem.(Bekker, 2015) It appears when leaders face challenge of achieving multiple goals.(Cardno, 2007) It is characterized by multiple needs or goals, which will produce difficult choices and present irreconcilable choices. However, Cardno (2007) suggests that it is possible and imperative for leaders to manage dilemmas. Leaders are committed to practice and theorize their actions because they accept and formulate a strategy every time they encounter a dilemma.

From the interview, I knew that various government restrictions brought by pandemic have brought many difficulties to McDonald's. Mr. He mentioned that during the pandemic, Wuhan Pandemic Prevention and Control Headquarter stipulated restrictions on dining time in restaurant and strict control of restaurant food safety. Due to changes in dining style, McDonald's diners have dropped drastically. In addition, the establishment of food delivery platforms allows more competitors to obtain greater profits with less expenditure.

The series of chain effects brought by Covid-19 have had a huge impact on everywhere, this include McDonald's and Mr. He. Impacts like changes in consumers' consumption patterns, who prefer to take away instead of eating in stores. Mr. He mentioned that because McDonald’s food delivery service is contracted by third party, the service attitude problem and cost caused by the delivery staff have been unable to be resolved. Moreover, the decline in sales also reduced the benefits of McDonald's employees. Managers and employees have reduced their working hours and wages. This behavior caused Mr. He lose many excellent employees and increased work pressure during pandemic.

A series problems made Mr. He feel helpless during the interview. He explained that these problems may not be solved in a short while, but this does not mean that they cannot be solved.

Later, He talked about his thoughts on leadership and future planning of restaurant.

“There is no easy route through the crisis. A leader’s response to a crisis is much more than speeches.”

(BBC, 2020)

Mr. He talked to me that a leader needs to have higher requirement, which includes adapting and familiarizing with the working environment, understanding and correct instructions for the job content, and more importantly, lead employees to make correct decisions, and what's more important is to set an example for employees and motivate them to continue to work hard as a part of McDonald's. He mentioned the importance of leaders' adaptability. Under the influence of Covid-19, leaders need to flexibly use each department of organization to formulate new countermeasures and plans to ensure the normal operation of the organization. He believed that the impact of the epidemic will continue for a long time, and consumers’ consumption patterns will still prefer takeaways, and this consumption habit will continue for a long time. Therefore, as a leader, he needs to turn this crisis into an opportunity to help restaurant gain more profits. He mentioned plans like improve the quality of take-out services, change takeaway packaging to attract more customers, and launch different promotional activities in different restaurants. But he told me the most important thing is to strengthen communication with employees, understand their needs, and get better suggestions from employees to improve the overall service quality.

The interview with Mr. He taught me many factors that make a good leader. A qualified leader not only needs strong management skills, but also can lead everyone through the difficulties and to the final victory in a crisis. Perhaps every leader can be passionate and generous in his speech, but not everyone can build a good relationship with employees and accurately analyze the organization's strategies. Mr. He provided me with a lot of valuable information, including analysis of the current pandemic, views of the organization, and requirements for leaders. I believe this is what a qualified leader has, and I also believe that he will lead his team to overcome the challenges.

Lead the way in crisis, and gain victory in the end.

4.0 Posts and Reflection

In this section, researcher will first list five tweets and related replies, and then analyze the tweets by Gibbs' Reflective Cycle.

4.1 Tweets

[image: image3.png]Leader's decision does not need to be particularly detailed, but it
needs to be precise and correct. I always believe that a leader is
not a perfect person. The reasons for him or her to become a
leader are more strategic thinking, overall command, tolerance,
integration, and high emotional intelligence. Leaders do not need,
or it is impossible to fully grasp all the functions of the
organization, which is why leaders need a strong team instead of
one or two employees. #bmdleadershipdilemmas
#Mythoughtforleadership

Turbulence can explain all the internal and external challenges
and changes faced by the organization. I think these changes can
be positive or negative. In order to face these changes, leaders
need to allow the team to adapt, accept and respond to various
changes, allow employees to accept different opinions, and
allow managers to accept different management styles. The
knowledge level and comprehensive ability of the team is the
core that determines the competitive advantage of the team. I
think I support the theory of adaptive
leadership.#bmdleadershipdilemmas #Mythoughtforleadership

Race and sex discrimination are always problem for manager That is the more reason every leader is advised to keep a check
who needs to focus on equality of every employee and also list of their inclusion activities. This can, to an extent, help them
respect different habits and life styles. The problem is that to overcome discrimination.

manager can't always detect the discrimination because actually
everyone has the bias even they don't notice that.




Picture1: First 3 Tweets and Reply

[image: image4.png]We need to pay attention not only to changes in the
external environment, but also to changes in the internal
environment. For example: The attitudes of employees,
the relationship between employees and managers, and
job changes which will lead to changes in corporate.
Leaders need to focus on whether these changes are
positive or negative. The VUCA theory covers external
and internal uncertainties, ambiguities, complexity,
suddenness, etc., so it can be used to analyze the internal
and external environment of the organization and to
predict future development tools.
#bmdleadershipdilemmas #Mythoughtforleadership

Regarding the conclusion of the GIG Economy debate, I
still maintain my argument: I believe that everything
exists for its reasons and rationality. However, as a leader,
we need to consider whether it can withstand the
challenges of internal and external turbulence, and
whether it can adapt to society or allow society to adapt
to itself, which has a certain connection with CAS.
Judging from the current situation of GIG Economy, it
seems that it has not been officially recognized. From the
perspective of leaders, I am optimistic about the
prospects of this economic model and employment model,
but I still cannot shake the traditional employment
situation because It takes time. #bmdleadershipdilemmas
#Mythoughtforleadership




Picture2: Last 2 Tweets and Reply

4.2 Tweets Analysis by Gibbs’ Reflective Cycle

Gibbs' Reflective Cycle provides a framework for checking experience so that researcher can learn and plan from actions. (Husebø, O'Regan and Nestel, 2015)
It includes 6 stages:

Description: What happened? When and where did it happen? What have you done? What do you want to do? (Adeani, Febriani and Syafryadin, 2020)
Feelings: What feelings before and after the event? How do other people feel about things? How do you feel about things now? (Adeani, Febriani and Syafryadin, 2020)
Evaluation: What is the good or bad evaluation of this incident? (Adeani, Febriani and Syafryadin, 2020)
Analysis: Why did things go well or not? (Adeani, Febriani and Syafryadin, 2020)
Conclusions : What has been learned from this situation? What needs to be done to better handle such a situation? (Adeani, Febriani and Syafryadin, 2020)
Action plan : If you have to do the same thing again, what will you do this time? How to develop relevant skills? (Adeani, Febriani and Syafryadin, 2020)
Researcher used online platforms to express his views on leadership and leadership dilemmas. Researcher exchanged ideas with classmates through online platforms and gained more professional knowledge and social information. Researcher’s tweets were successful, these tweets were affirmed by dozens of students. Not only that, because of the openness of the network platform, researcher's tweets have attracted more attention.

However, this action still has limitations: First, researcher sent tweets on a semi-open online platform. Although there is a certain degree of publicity, but researcher believes that the spread of this post can be wider, allowing more people to participate in the discussion. Secondly, the number of replies to the researcher's posts was lower than expected, which may be because researcher's expression and discussion topics did not resonate with too many people. Researchers need to find more common point in the future to get more resonance.

In this operation, network platform helped researcher to send, promote and exchange his ideas, and played an important role in this operation. The actor network theory mentions that everything in society and natural world exists in a constantly changing network of relationships, and there is no external social force except for the content and ways of interaction between network participants. This shows that any other relevant factors are considered as important as human beings in creating social situations, which includes human and non- human actors. (Allen, 2011. Uden, 2009)

Researcher established connections with online social platforms because researcher's action and convert platform into a new role due to his own needs. In this action, researcher converted the social network platform into a platform for publishing and communication so that researcher's ideas and discussions will be seen by more people. Through online social platforms, researcher exchanged ideas with colleagues and scholars, and created new lines of connection with them. On the one hand, researcher knew more human actors through social platform. On the other hand, in order to make good use of social platform and publish more discussions on platform. Researcher connected with more non-human actors, such as: professional knowledge books, management school and library, etc. Imagine that if there is no connection with social platform, researcher will miss opportunity to build more connections with human roles, and they will not be able to effectively convey their ideas, this situation will delay researcher's actions and loses more interaction and reflection. (Allen, 2011. Uden, 2009)

All in all, based on Actor Network Theory, human can gain more effective opportunities to connect with new actors through non-human actors. Non-human actors, such as the social media platform of this operation, promote more communication and interaction between human actors, which not only speeded up the process of research activities, but also helped researcher to discover new connections with other actors.

5.0 Network Map


In this part, researcher will first show the network of his project team, and explain the advantages and disadvantages of the network, at the end researcher will list the improvement plan for network.

5.1 Network and It’s Pros and Cons
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Picture3: Formal Network of Researcher’s Project Team

Researcher’s project team network can help leaders improve their understanding of how the organization really works. The official network diagram shows leaders how the team really operates, which will help them understand how information flows within the department and cross-departmental networks, and help leaders identify, discover, and use resources of each department. Moreover,  formal network can also help leaders recognize and support people who are critical to team. These people may not be taken seriously in ordinary work for various reasons, but they appear to be very important in network. (Cullen-Lester and Willburn, 2016)
Researcher's network can also help leaders understand team's network mobility and diversity. Through the network, the leader can learn that there are multiple networks within the team, which include different leadership styles, creativity, and network extensions, in short, network is fluid and dynamic. Through network, leaders can pay attention to the current team's most relevant network and their changes. Leaders can also cultivate network development, optimize network layout and organizational effectiveness. (Cullen, Palus and Appaneal, 2014)
The analysis of network can help leaders view the connections between people to obtain useful information. (Cullen, Palus and Appaneal, 2014) Therefore, the disadvantage of researcher's network is that researcher does not fully show all the connections of team. For example, although researcher is leader of PPM , but he also has connections with PD personnel and leaders, but because of the structure of the formal network, researchers did not express inter-departmental connections. This situation may isolate the links between departments and may be misleading for leaders to view the Internet.

Not only that, the analysis of the organizational network starts from the personnel system, organizational department information, departmental network boundaries, and organizational strategies. (Cullen, Palus and Appaneal, 2014) Although the researcher's network shows the overall structure and general network of team, it still lacks detailed descriptions, such as department information, detailed personnel configuration, and inter-departmental network connection instructions.

5.2 How to Improve the Network

In order to solve the current problem, researcher believes that more personnel and inter-departmental network relationships can be displayed. This method can display departmental personnel and inter-departmental relationships by adding more relationship lines.
Although the result of network analysis can help leaders generate insights into team, this still requires interpretation based on the understanding of personnel systems and organizational strategies. Therefore, researcher believes that adding additional information to network, including key personnel information, department information, inter-departmental cooperation instructions, etc. Adding pictures and video assistance when necessary is also a way to improve network efficiency.

6.0 Reflection of Debate

Researcher and other colleagues debated whether the GIG economy can become the mainstream economy and employment model. Researcher believed that GIG economy is not enough to become the mainstream economy and can't replace the traditional economy and employment models.

Researcher still uses Gibbs' Reflective Cycle to analyze this debate. As mentioned earlier, Gibbs' Reflective Cycle includes Description, Feelings, Evaluation, Analysis, Conclusion and Action Plan. (Adeani, Febriani and Syafryadin, 2020)
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Picture4:Gibbs' reflective cycle. (University of Edinburgh, 2020)
After debate began, defenders expressed their opinions that they believed that GIG economy could become the mainstream economy and employment model of society, and could help more people obtain flexible employment and opportunities for different jobs, and contribute to economy and employment environment.

Researcher heard arguments of defenders and believed that they saw the benefits of GIG economy, but ignored its potential instability and possible crises. researcher elaborated objections from the perspectives of managers and employees: First, for business managers, recruiting part-time staff for organization is a risky choice because they can leave any time. They are not loyal to corporate, which can cause damage to corporate. Secondly, due to the flexibility and freedom of the GIG economy, it also brought the negative impact of huge pressure caused by unstable work, which will make employees have to find variety of jobs to maintain their lives, which gives them additional pressure. Not only that, welfare assistance provided by GIG economy is far inferior to formal work. Employees cannot get pensions, medical care, insurance, etc.  If they want to receive these benefits, they must pay it, which will add additional costs. The social welfare brought by the GIG economy is backed by its instability and high risk, these risks need to be paid attention to by the society to avoid more economic losses.

In the free debate session, researcher raised objection to defender‘’s proposal that GIG economy has increased the employment rate in the US. Researcher used CEIC's US unemployment rate data as support to propose that GIG economy didn't fundamentally solve the US unemployment rate problem, which also showed that GIG economy needs to be analyzed and tested from a longer-term perspective. (Ceicdata, 2021)

Debate went smoothly, researcher prepared enough information for his views. These materials include theories, data, and evaluations. They helped researcher conduct critical analysis and become theoretical and data supporting materials for researcher to debate.

However, researcher believes that there is still room for improvement in this debate. Researcher blindly denies defenders' point during debate, this behavior will lead to researcher's argument is not objective. The existence of GIG economy in society must have its correctness and rationality. Researcher ignores that it does help employees find a sideline and create additional wealth and help to increase the employment rate and personal income. Therefore, researcher not only needs to talk about their own arguments in future debates, but also need to affirm the relevant views of defenders in order to increase the objectivity of statements. Not only that, researcher also needs to enrich their debate materials, such as creating presentations and using media to express ideas, which will make arguments more intuitive.

7.0 Leadership Dilemma and Sensemaking

In this part, the researcher will first use Presentation to display basic information about the current major leadership dilemmas and sensemaking, and then the researcher will supplement the presentation.
7.1 Presentation

[image: image7.png]Current Leadership Dilemma: Covid-19

e Globally, as of 11:32 AM CEST on July 7,
2021, 184,105,272 confirmed cases of
COVID-19 have been reported to WHO,
including 3,988,565 deaths. (WHO, 2021)




[image: image8.png]Current Leadership Dilemma

e The impact of Covidl9 on enterprises, especially small businesses, is disastrous.

e After Bartik, Bertrand, Cullen, Glaeser, Luca et al (2020) conducted a survey of more than
5,800 small businesses, it was found that the pandemic had caused large-scale chaos in small

businesses within a few weeks of the outbreak.

e In the entire sample, 43% of businesses were temporarily closed, and almost all of these
closures were due to COVID-19. Respondents who temporarily closed mainly pointed out that
reduced demand and employee health issues were the reasons for the closure, and supply chain

disruption was not a factor.



[image: image9.png]Current Leadership Dilemma

e Covid 19 has impacted global trade, economic and
commercial development, as well as the operation and ﬂ
development of global large, medium and small

enterprises.

e Businesses are closed, development routes are

destroyed, company layoffs, companies are scaled down,

and they are forced to formulate new development i

routes and new businesses, and so on.

e [ caders need to think how to protect organization and
how to continue the business during the crisis. But how
to do that?
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e What is sensemaking?

e Sensemaking refers to how "structure the unknown as as to be able to act in it."
(Arnold, 2019)

e A Map: testing it with others through data collection, action, and conversation; and then
refining, or abandoning, the map depending on how credible it is.

e Process of Sensemaking: 3 Steps.



[image: image11.png]3 Steps of Sensemaking: Explore the
Wider System

ework with others to observe what is going on.
e Tap different data sources and collect different types of data, and to

e keep prior biases from interfering with your perceptions.



[image: image12.png]3 Steps of Sensemaking: Explore the
Wider System

Seek out many types and sources of data. Combine financial data with trips to the shop floor,
listen to employees as well as customers, and mix computer research with personal interviews.

Involve others as you try to make sense of any situation. Your own mental model of what is
going on can only get bet ter as it is tested and modified through interaction with others.

Move beyond stereotypes. Rather than oversimplifying— “Marketing people are always
overestimating the demand” —try to understand the nuances of each particular situation.

Be very sensitive to operations. Learn from those closest to the front line, to cus tomers, and
to new technologies. What trends do current shifts portend for the future? What' s behind the
trends that we see recurring in different parts of the world?



[image: image13.png]3 Steps of Sensemaking: Create a Map or
Story of the Situation

e Create a map, or story, or a frame that—at least for a brief period of time—
adequately represents the current situation that an organization is facing.

e Do not simply overlay your existing framework on a new situation. The new
situation may be very different. Instead, let the appropriate map or framework emerge
from your understanding of the situation.

e Put the emerging situation into a new framework to provide organizational
members with order. Use images, metaphors, and stories to capture the key elements
of the new situation.



[image: image14.png]3 Steps of Sensemaking: Act to Change
the System to Learn From It

e People learn about situations by acting in them and then seeing what happens.
e Direct action is a major tool with which we learn about situations and systems.

e Learn from small experiments. If you are not sure how a system is working, try
something new

e People create their own environments and are then constrained by them. Be aware
and realize the impact of your own behavior in creating the environment in which you
are working.



[image: image15.png]3 Steps of Sensemaking: All in a Picture

* Find the wider system

* New thoughts, New Ideas, New Strategies,New
Markets etc.

» Create the map to show the current situation

* What's going on of the corporation, the market, the
strategy and so on.

* Direct Action

» Gain experience from actions and improve the
function from it.




[image: image16.png]Conclusion

e The world is changing every day, and it will become more and more complex. Artificial
intelligence, big data, COVID19, etc. are affecting everyone and organizations, and
subverting previous perceptions. We cannot be passively affected or even eliminated by
the world. The disappearance of some traditional companies (Nokia, Motorola, etc.) is

a typical case of waiting to die.

e Actively analyze, actively construct ideas and plans, and actively explore a broader
market and diversified strategies. By trying new ideas and perspectives to create their

own future environment, so that leaders can continue to develop the organization.
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7.2 Supplement

Sensemaking is a process of constructing the unknown using a certain framework that enables leaders to understand, explain, attribute and predict. It is also an activity that can transform complexity into a situation that is clearly understood in language and serves as a springboard for action. (Burbach, 2009) 

Sensemaking requires leaders to have a certain amount of courage to implement.Leaders need to know and understand the changing world, but explaining and persuading others to accept these changes is often a difficult task. Moreover, when leaders use sensemaking, they may need to understand market changes, new market technologies, and even a new political structure, national system, and so on. The reason for studying these is to find out why the past market model or organizational strategy is no longer effective. (Burbach, 2009) 

Researcher summarizes three-steps of sensemaking. Researcher believes that what sensemaking mentioned: Explore the Wider System, Create the Map or Story of the Situation and Act to Change the System to Learn From It, can be summarized as: Plan, Design and Action. (Burbach, 2009) 

When leaders face challenges and need to change or choose new strategies, the first thing to do is to find new paths, such as new markets or new strategies etc,. Sensemaking suggests that leaders should communicate with more people and listen opinions from different angles to achieve the best results. Moreover, leaders also need to integrate a variety of corporate resources and data, including human resources and finances etc., to comprehensively analyze the future development situation. Leaders also need to look at every situation, transcend stereotypes, seize every opportunity with an accepting attitude and vision. (Burbach, 2009) 

In Design phase, leaders need to fully understand corporate's situation, they need a framework or map to understand situation intuitively. Leaders list each new situation for separate analysis, and puts each situation in a separate frame for its comments so that employees can quickly understand what happened. (Burbach, 2009) 

In Action phase, leaders will begin to prove the efficiency and rationality of plan with actions. Leaders need to collect feedback on various actions and conclude experience. Before carrying out a large-scale operation, leaders need to take some small-scale actions to test to ensure the success rate of the operation and control the loss to a minimum. (Burbach, 2009) 

As researcher mentioned in presentation, the current world environment is changing every day and becoming complex. Researcher believes that the most important leadership dilemma at the moment is impact by COVID-19, but who knows what dilemma will look like in a few years? The different results brought by different situations are unpredictable. Researcher believes that sensemaking can help leaders actively analyze, understand and master the changing social and market environment, and help leaders take initiative in difficult situations.

8.0 Researcher’s NCO Leadership Model

[image: image18.png]NCO Leadership Model
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Picture5: NCO Leadership Model

Researcher combined existing leadership models to form NCO leadership model to solve the current dilemma.

The full name of NCO is Non-Commissioned Officer, as the backbone of army and assistant of officer, is the core component of the corps. NCO is crucial to the corps, imagine what happens to corps without NCO: Force becomes chaotic like an organization without important leaders, officers who have just graduated from military academy and have no experience do not know how to manage the platoon or how to establish prestige in baracks. Commands cannot be communicated effectively, and there may even be cases of disobeying the officers' orders, etc. (Estes, 2008)
NCO is the key person to help officers. NCO is responsible for troop morale, discipline, and ensuring that officers’ orders can be effectively communicated. They are also responsible for establishing and maintaining connections between officers and soldiers, formulating or assisting in the formulation of strategies and tactics, ensuring that the troops have combat effectiveness at all times and can perform various tasks efficiently. All in all, NCO has a high prestige in corps, especially among the soldiers. They are examples for soldiers and powerful assistants to officers. In many cases, NCO's influence even exceeds that of officers. (Estes, 2008)
Researcher have transferred role of NCO to organization leaders, and believe that the role of NCO is also suitable with the current leadership positioning. In order to solve the current dilemma, which is COVID-19, leaders not only need to formulate or assist other leaders in formulating corporate development strategies, but also to establish connections with employees, set an example, and become TRUE leaders recognized by employees. Therefore, researcher combined NCO with a variety of leadership models, and established NCO leadership model to solve the current dilemma.

In the first part: narrative, researcher emphasized the narration and communication between leaders and employees, so as to motivate employees and keep them confident in the organization and enthusiasm for life. During pandemic, employees are easy to become anxious, lose enthusiasm, and become pessimistic due to various reasons. In response to these situations, Transformational Leadership (Carless, Wearing and Mann, 2000) mentioned that leaders need to create an powerful vision and pass this vision to everyone in corporate. Leaders keep the organization alive by telling the vision of the organization, their own views on the future of the organization, and motivating employees, and promote the relationship between leaders and employees and build trust..

In the second part: Commander, researcher emphasized that leaders as commander of organization, needs to be aa example for employees, and lead organization forward with correct values and thoughts. In other words, leaders need to become the TRUE leaders.

Authentic Leadership mentioned that a true leader needs to have a strong self awareness, which includes understanding his own strengths and weaknesses. Leders need to show their truly faces to the team so that they can better build trust between the team. (George, Sims, McLean and Mayer, 2007)
Authentic Leadership also mentioned the issue of ethics. Leaders need to know when to put needs of the company and customers before themselves and their teams. In other words, leaders need to have strong moral values, learn to resist temptation, and manage the team with the right attitude. (George, Sims, McLean and Mayer, 2007)
As a commander, leaders need to lead by example. Leaders need to restrain and examine themselves in any situation. Keep calm in times of crisis, stick to own morals and ethics at all times, and have courage to admit their shortcomings. In short, leaders represent the team and value of corporation, and these will be disclosed to the society through the leader's personal charisma and moral conduct.

In the last part: Open, researcher emphasized that leaders should accept different voices and opinions, and encourage employees to express their opinions freely. Such an open atmosphere is conducive to encouraging every employee to be enthusiastic and efficient in their work. (Fernandez-Salvador, Oney, Song and Camacho, 2017) Leaders should change the way they talk to employees. For example, when encountering a problem, leaders can ask employees: "How do you think this kind of thing should be handled?" So that employees can truly participate in operation. An open environment not only makes employees feel proud of the organization, but also allows leaders to obtain more effective suggestions and solutions, so that organization always has chances and opportunities for improvement. Not only that, the harmonious teamwork atmosphere can also keep employees positive, making them think that they are a member of the organization, not just an employee. (Fernandez-Salvador, Oney, Song and Camacho, 2017)
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Appendix

Appendix 1: Interview Notes

1.

There are external environmental impacts. The epidemic that has not ended from last year to this year has affected most consumers' consumption concepts and travel methods. At present, consumers mainly use take-out meals. Everyone is very worried about food safety and the impact of the epidemic. Therefore, they are all take-out-based meals, and there are fewer dine-in meals. McDonald's is a delivery platform contracted by a third party, which is different from other catering. Meituan and Ele.me platforms have dedicated riders to deliver food, so the pressure on food delivery will be slightly less than that of McDonald's. There are basically four McDonald’s on each shift, but the delivery range is all commodities, residential buildings and even government units within four kilometers, so we will be more pressure on takeaways. Another problem is that the price of take-out will be more expensive. Our take-out is an independent third-party contractor, which is one to two yuan more expensive than a dedicated delivery platform. The delivery fee for general takeaway platforms is about seven yuan or less, and our delivery fee is usually nine yuan, so consumers will feel that our delivery fee is more expensive, and some of them will selectively avoid McDonald’s catering.

Not only that, we must also respond to the call of the epidemic prevention headquarters. At present, the epidemic prevention headquarters has relaxed everyone's travel, but still has strict control over the dining environment. Although we have opened dine-in, we still have strict control over the time of dine-in. Generally speaking, we will close the dinning area after nine o'clock in the evening, because we have to disinfect the interior and exterior of the restaurant, which are currently the two main external environmental impacts.

2.

First of all, there are certain problems with the personnel arrangement of our McDonald's. So far, this year's McDonald's turnover has declined year-on-year. The turnover of my restaurant this year has dropped by 20% to 30% year-on-year. This situation will have a certain impact on the staffing arrangement of our restaurant, because the restaurant's efficiency is low, and we will control the staff cost. For example, we will reduce the number of staff on duty to control the labor cost of the restaurant. In addition, the working hours of on-duty personnel will also be shortened, which will have a great impact on our overall operations. This is because during the peak period of restaurant operations, staff reduction during periods such as Rush Time will have a negative impact on customers and overall service quality.

Not only that, but the quality of employees is also very challenging, because Wuhan is a university city, and there is a large turnover of college students every year, which will cause most of the employees to be college students part-time. Our restaurant will have one or two part-time students to work every week, but they are not full-time, so the quality of work is not very high, which will affect the quality of restaurant service.

Another point is the relationship between management and grassroots employees. I am the cash manager of the McDonald’s Fruit Lake store, but when I do the bills every day, I see that the leaders are not satisfied with our turnover. This is also due to the epidemic. The overall turnover of McDonald's in Wuhan has declined compared with last year. At this time, the boss will deploy the management personnel, and they will deploy experienced managers to manage the store when there is a danger. Another point is the problem of full-time employees. McDonald’s is an hourly wage system. McDonald’s may deduct some employees’ working hours for some cost issues. Therefore, employees will feel dissatisfied in these aspects, which will cause some employees to lose. Some employees think about finding another way out, so they choose to leave or change jobs to work for other catering brands. But these problems are problems that McDonald's cannot solve quickly at this stage, because the epidemic has affected all walks of life, but these are indeed the main internal environmental impacts at this stage.

3.

There are many aspects to the leader's factor. First of all, as the management team of the store, we must first improve our own standards and accomplishments. On the one hand, you have to remember the validity period and usage methods of all the equipment, workstations, and products on the floor, so that you can more effectively and accurately communicate how to operate. On the other hand is personnel management, such as the scheduling of employee shifts in a specific time period. For example, the staffing of the service area and lobby, the staffing of the production area and the staffing of the back area, how to arrange the staff reasonably for these positions? Each employee has his own expertise to work in each work area. For example, the staff in the service area include desk staff, food orders, meal planners, beverage staff, and French fries prepare and presenters. Not only that, if you have a take-out workstation, there will also be take-out staff arrangements. Therefore, if the personnel arrangement for each position is reasonable, it will be easier for the RUSH TIME time period. Rush Time is challenging for the entire operation of the store, and it will test the overall cooperation and efficiency of the store, so it must be done for the rational distribution of personnel.

Another point is to improve the management level of managers, because you will encounter various problems during your work, such as equipment problems, customer complaints, mayor hotline inquiries, visits by inspectors, etc., which requires improving management Level, management personnel are required to have response measures according to circumstances.

The most important thing is decision-making. You will face a variety of information during your work, which will affect yourself. We need to solve these problems gradually and efficiently, and we cannot delay the problem for too long, which will cause more trouble. For example, if there are too many new employees in a position, if you have been troubled by this problem for too long, the new employees will also be troubled by this problem and will be troubled for a longer time. This will cause a decrease in work efficiency, affect service, and face complaints. . If this kind of problem cannot be solved in your job, we can directly reflect to the customer a reasonable explanation, stand at the customer's point of view to make them feel at ease, and consider the problem from their point of view, which is the most critical.

4.

As far as the current operating environment is concerned, I am definitely not very satisfied. First of all, there are too many new and old employees leaving in our store. The turnover of personnel has caused strangeness to other employees. This will affect the easy and familiar working environment in the past, reduce everyone's work efficiency, and there will be problems in cooperation. There is also the problem of cooperation between customers and delivery riders. Because the takeaway rider has not received McDonald’s training, the service efficiency and attitude will be worse. This is a situation I often encounter. Customers often complain about the service attitude of the takeaway staff, which is currently unsatisfactory.

In terms of improvement, my current idea is to provide pre-job and post-job training for existing employees to improve the personal quality and work efficiency of each employee, let them know how to deal with some problems, and prevent them from panic when they encounter problems. For customers, we should consider complaints from their perspective, and make corresponding reasonable compensation measures to reassure them, so that we can grasp the customer group.

Our current advantages include, for example, we have very good promotional activities, and our meal speed is also very fast, and we can eat in about half a minute when we are not busy. Our food safety is also guaranteed. Every year, a third-party organization will conduct a comprehensive inspection of all our food expiry dates and equipment, so we will inspect the equipment and food every day.

Our McDonald's dining environment will also give customers a comfortable feeling, and will not make them feel depressed. Therefore, in terms of improvement, I think we can do some more promotional activities, and we can launch some personalized promotional activities for customers. Each store launches unique activities to let customers feel a different atmosphere.

5.

Let's talk about the external environment first. There may be some policy changes after the epidemic is over. At this stage, the epidemic prevention and control policy is still being implemented, and the time limit and hygiene requirements for our dine-in should become more and more stringent. We also see that the government is still strengthening its takeover in this regard. We must respond to government policies to cooperate with the epidemic prevention work. Government departments will also conduct more and more frequent food hygiene inspections in the future to prevent food safety incidents from occurring. For sanitation inspections, we must strengthen employees’ food safety awareness. We will also communicate food safety standards to every employee, let them know how long the product needs to be cooked before it is delivered to customers, and tell them the golden quality of our products. Wait for a long time to avoid food safety incidents. We will also implement and implement the inspection standards proposed by the third party, and carry out routine maintenance and cleaning of the equipment. In the back area of the kitchen, food preparation areas will be involved, so we have to set high standards for food safety. We will collect evidence for each cleaning of employees, such as taking photos or on-site inspections to ensure safety.

For consumers, they will still pay attention to takeaways in the future. Everyone has become accustomed to ordering takeaways after the epidemic, and they will naturally choose takeaway services. We will improve and correct the service attitude of takeaway riders, for example. We will communicate with third-party delivery managers to improve the work. For take-out products, we need to eliminate the doubts of new customers who choose take-out for the first time. We may improve the packaging of take-out. We may develop new packaging methods and new take-out products. This can also reduce our costs, such as product loss. . We can control the number of meal products to avoid waste. We will carry out product inventory in a reasonable time to ensure the quality of service, but excessive inventory will cause waste.

In terms of personnel, due to the recent shortage of personnel, it has caused a certain amount of pressure on the work of the store. We can strengthen their service awareness and work efficiency for new and old employees, which can reduce a certain amount of work pressure. I also hope that the company can have more welfare policies to ensure that the phenomenon of employee turnover does not occur again. I also hope that managers can have a better relationship with employees. As managers, we have heard more voices and suggestions from employees during the epidemic. Everyone is a member of the McDonald’s family. Aside from employee status, as a friend, I think we should listen to some of their suggestions and opinions. We can also optimize schedules and increase employee activities, such as dinner parties and annual meetings, to promote a more harmonious relationship with each other.
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Mr He Siyuan in restaurant
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Mr He Siyuan with his colleagues
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Researcher and Mr He siyuan
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