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[bookmark: _Toc78772504]Problem Definition
Problem: Lack of Communication & Negative Attitude
[bookmark: _GoBack]Communication at work is important for good organizational performance (Aggerholm and Asmuß, 2016); however, lack of communication and negative attitude at work are a common phenomenon nowadays. Only about one-third workers feel show good attitude at work, as per a poll conducted by Gallup in the year 2014. Today, the COVID-19 pandemic has advanced the barriers to good communication. Many workers are at the brink of bankruptcy, that further leads to negative attitude at work. At my current employment, lack of communication and negative attitude are common as well. 
The COVID-19 pandemic has devastated the global economy. Many workers at the company are concerned about job security and long-term work prospects due to a decline in business activity. Moreover, stress and burnout at work, dissatisfaction with supervisors and poor communication between workers and managers have led to an overall negative attitude at the company.
[bookmark: _Toc78772505]Organization, type of business and the problem
I work at a B2B SaaS (business-to-business software-as-a-service) company. The company creates, develops, updates and hosts software and products to provide various cloud computing services. Production, research and development, marketing, human resource management, and accounting and finance are the major departments at the company. The problem mainly exists outside the HR department, especially within research and development and production departments. The major stakeholders are customers who are suffering from a decline in productivity.
[bookmark: _Toc78772506]Tools and techniques used to identify and define the problem
Observation is used as a major tool to identify the problem at the company. Through observation, lack of communication and negative attitudes are analysed and monitored, and the behaviour of employees at workplace is the major indicator of their attitude (Walden et al., 2017). There is a lack of communication between the managers and the low-tier workers as they feel like they are not important for the company.



[bookmark: _Toc78772507]Evaluation the current situation and identify and define alternative solutions
[bookmark: _Toc78772508]Tools used to evaluate the current situation
[bookmark: _Toc78772509]SWOT analysis 
SWOT analysis is conducted to identify the strengths of the company to reduce threats and take advantage of the opportunities available to the company (Bucata and Rizescu, 2017). Through SWOT analysis, the company can look at employee satisfaction in new ways. For the success of SWOT analysis, workers from different departments of the company are taken to get a new perspective from every direction. On the completion of the SWOT analysis, the company should try to match its strengths and opportunities, convert weaknesses into strengths and lower the risk of threats. Here is the SWOT analysis for the company:
	Strengths
	Weaknesses

	Provides exclusive services that no other company at the state offers.
Operational efficiency because of previous process excellence projects.
High consumer satisfaction.
Strong corporate image.
Large number of third-party sellers.
	Lack of communication, especially between managers and workers.
High employee turnover because of the COVID-19 pandemic.
Bad attitude, backbiting etc.
Lack of strategic plan to compensate more workers.
Focus on individualism.

	Opportunities
	Threats

	Market to new consumers.
Certify the workers and offer promotions on earning a certification.
Efforts to improve infrastructure and IT-related processes.
New customer centric approaches.
	Competition from two new companies with similar services.
Other companies exploring the idea of adding similar services to compete.
Varying decision-making and problem-solving views of dissatisfied employees.
Complex work-life balance.



[bookmark: _Toc78772510]PESTLE analysis 
Political
Many workers at the company feel replaceable. In their eyes, the company does not care about the loyalty and satisfaction of current workers; instead, the HR department hunts for new talent every day. Moreover, the company promotes individualism, so many workers at similar roles receive different benefits and salaries. Furthermore, the transformation from performance-based management to talent-based management is a huge turn off for many workers, as there is a change of payment method as well.
Economic
Globalization has changed work dynamics, and the COVID-19 pandemic has further changed the economic activity trends. Hiring overseas workers is cheaper for the company but the COVID-19 pandemic has led to high employee turnover (Hodder, 2020).
Social
Since there is high employee turnover among the overseas workers of the company, the company should ensure that their basic accommodation and food needs are met so that they stay loyal to the goals of the company.
Technological
The company uses modern means of communication to interact with the employees; however, the company should explore ways to ease employees.
Legal 
The company abides by the legalities of business and ensures that the confidentiality of every worker is maintained. 
Environmental
The company has a digital storage system for paperwork and documents that helps save the environment.
[bookmark: _Toc78772511]Cause and Effect Diagram (Fishbone Analysis) 


Problem:
Poor communication and attitude of employees
Work Environment
Salary
Training
Management

[bookmark: _Toc78772512]Define alternative Solution
Alternative solutions solve the problem without any unanticipated issues. Alternative solutions analyse the problem in multiple ways to find a new perspective to create a holistic approach for problem solving (Walton et al., 2019). 
[bookmark: _Toc78772513]Solution 01 
To create an employee recognition program where managers make an effort to appreciate each worker individually. The program should also include incentives for the workers who have shown improved productivity.
[bookmark: _Toc78772514]Solution 02 
Modern technology should be used to improve communication among managers and workers. Regular meetings should be conducted with each and every member of the staff through online communication channels. Groups over social media should be created so that employees are able to express their ideas and thoughts to improve collaboration. Employees with bets ideas should also be given incentives.
[bookmark: _Toc78772515]Solution 03
Run a quarterly survey to improve the work environment. The survey should be focused on the needs of the employees so that they can freely express the changes they think are required at the company. In this way, employees will feel like they are an important asset for the company; thus, improving negative attitude and communication.




[bookmark: _Toc78772516]PMI Decision Making tool
PMI (plus, minus, interesting) tool is used to brainstorm ideas through critical thinking so as to come up with the best solution for the problem. The tool helps analyse ideas, experiences and concepts from multiple perspectives. So, the company will explore the plus points and the minus points of the solution in order to see if it is the right approach for improvement in employee motivation and employee satisfaction. 
	Plus (P)
	Minus (M)
	Interesting (I)

	Employees will feel appreciated.
It will boost their morale.
Employee productivity will be improved.
Employees will be aligned towards the goals of the organization.
Employees will put in effort to give ideas and thoughts in order to receive incentives.
	The method can be expensive.
Favouritism and bias can destroy the organizational culture.
Divide within team is possible.
Can lead to a sense of entitlement. 
	Will the method reduce stress and absenteeism at the company?
Will it lead to low employee turnover?



[bookmark: _Toc78772517]Produce your plan:  
	Work Unit Name: xxx
	Manager’s Name: xxx

	Survey Item: The company has effective programs to recognize the achievements of its employees
	· Opportunity
· Strength

	Rationale: Employees feel unmotivated and dissatisfied

	Objective: Increase in employee motivation, engagement and satisfaction


Plan
	This is what the company will do
	· Ask employees how they want to be recognized
· Hold focus groups with highly unmotivated and dissatisfied teams
· Talk to HR about the current company policies 
· Review the existing reward programs at the company
· Create an employee recognition program

	These people are responsible
	· Business Unit Director
· Business Unit Manager
· HR
· Team Managers

	Timeframe when this will be done
	· The director and manager will propose a plan to start the process in 15 days
· Team managers will provide daily input to the director and manager
· Solution to be implemented in one month

	This is what success looks like
	· Recognition and reward programs are set in place
· The programs offer regular incentives to high performing employees

	This is how the company will measure success
	· Short term: High morale of employees/high motivation
· Long term: Employee satisfaction and engagement improved/employee turnover reduced











[bookmark: _Toc78772518]Implementation Process
One of the key indicators to measure the successful implementation of the program is to ask the employees directly. For this purpose, the company should take regular feedback from employees through surveys. Keeping a finger on the sentiments of employees can enable the company to identify the current and potential issues in the company. So, employee surveys can be a great way to get insight about the success of the plan. The company should create a survey around most important questions such as:
· Are you aware of the changed made at the company?
· How do you feel about the changes made in the company?
· Do you feel motivated to work for the goals of the company?
· What do you feel about the recognition program?
· How would you like the company to recognize your efforts?
· And so on.
The company should open the floor to improvement recommendations from employees to understand the key motivators in order to make necessary changes.
Before launching the plan for improvement, the company should determine the key performance indicators to measure the success of the program. It is important to keep quantitative data when conducting surveys to identify if the current program is helping the company meet its business goals and objectives. For example, in order to identify the KPIs for recognition program, frequency of customer calls should not be a criterion to offer incentives, instead a good criterion is to focus on customer satisfaction. Setting KPIs in advance also enable the employees to understand exactly what they need to do in order to gain recognition at the company. Tying the performance indicators to return on investment is also a measurable tool to determine the success of plan.
Furthermore, the company should evaluate whether or not the plan is supporting the basic performance measures of the business. For instance, the company should analyse whether the plan is generating income or not. The return on investment should be calculated through the cost of the implementation of the improvement plan. Even though it is tough to work out the financials of the plan due to varying factors, it is crucial to understand if the company is spending its resources in the right direction.
[bookmark: _Toc78772519]Conclusion
Because the major problem at the company are poor communication and bad attitude, a plan has been formulated to deal with the problem immediately. It has been found that various factors such as managerial flaws, low salaries, lack of incentives, huge workload and stress have led to low employee motivation and satisfaction. However, a plan to solve the problem has been created through SWOT analysis, PESTLE analysis and Fisher diagram. Accessing the relationship between cause and effect shows that creating a recognition program to recognize the efforts of employees is the best way forward for the company; however, it is important for the company to keep a check on the improvement plan to ensure that its resources and time are being spent for the right cause.
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