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1.1 introduction 
As a society we have had to radically transform the way we work,The pandemic has backed employers into a corner and forced them to open the option of working from home (WFH). With the uncertain times the health and well being of staff being paramount. This assignment will cover what skills a manager should use, The benefits that come with working from home. Also the potential job risks. Finally my own personal experience from remotely working and feedback from my team.
1.2 Research
Managing a remote team has proved to be efficient to both companies and employees but challenges do arise. Decon (2019) suggests different tactics to help manage a team effectively; His ideas include setting clear goals and standards from the beginning of each task or project, This sets realistic expectations from team members. A manager should know the strengths and weaknesses of each individual, And include a time scale to give employees something to work towards. He writes that with a remote team members spend less time together so clarity on what everyones doing needs to be upfront and to take the time to listen more and discuss what's going on. This actively demonstrates the time and effort you are putting in to making the team successful. In managing a virtual team miscommunications can happen. Johnson (2019) states that you need to be patient when this happens different shift patterns and time zones can contribute to this, Also to broaden our view of body language not being in the physical presence of a person can make it harder for leaders to read confidence levels, Some may not wish to ask questions in a online meeting for fear of embarrassment. Whereas in the office there is always a place of privacy to voice concerns. Employees run the risk of feeling under appreciated so keeping motivation is essential. Maintaining engagement levels and providing the best support you can. The technology and devices that are needed have to be up to date and working correctly this also applies to any apps and computer programs used. 
 1.3 Findings 
Managing a virtual office and team can sometimes be more challenging than in a physical workplace. “Can employees be trusted to carry out duties at home?” Akkerman (20). It is easy to get distracted and some require a higher level of supervision which is more difficult virtually. As humans we crave interaction so the workplace can be a lifeline to those who do not necessarily have that support network at home. From an employer's perspective working from home saves the company time and money, People are less likely to be late not having to rely on crowded public transport which is not always dependable. Samarajiva (20) argues that if you are working from home your job is not safe, And if you're working remotely your job can be done from anywhere in the world. Your role runs the risk of being outsourced overseas where labour is cheaper, And this also eliminates expensive rent,company cars and utilities. Some offices may not be equipped to allocate the two metre rule potentially increasing costs to have a bigger workspace. Scrivener (14). Writes that trust is essential when leading a virtual team. To know what level of support each staff member needs, And to not continuously check up on them wasting time with irrelevant emails. This could lead to animosity and resentment from your team.
1.4 Conclusion 
 
By using SMART and ensuring each individual has a clear idea a remote team can be managed very successfully.  Most authors agree that communication is key. Managers need to be available by either phone,video chat and email. Casio (2000) Technical support should be widely obtainable. He recommends that you should be able to access this support twenty four hours a day seven days a week if staff work in different time zones.Virtual managers require good supervisory skills, To also be empathetic and understanding when needed. These skills are revlevent more than ever with the pandemic forcing staff to work from home, Some home lives are chaotic and completely transforming the way we work can take time. Meetings should be no less than one per a week, Many organisations have a daily update or team briefing. Chakravorty-Campbell (16) You should be optimizing relationships with your remote team in order to get the desired outcome. All members need to feel like they're part of the process and contributing. 
 Part 2
Personal Reflection on Managing Remotely 
[image: ]

2.1 Description
Our organisation decided through the pandemic it was better for most employees to stay at  home to work, With a small team remaining in the office. The job role has not changed but our work environment has.We still as a team have our daily update in the morning via Microsoft Teams, in this meeting we can discuss any problems we are having,it could be with technology or general concerns also price changes or if a product has been added/removed. From home we use a company laptop to log in to stan,this program gives us access to customers information,company website and a detailed information page Iknow2. We have a company social media site called Chatter which is similar to Facebook. It's only available through the company's intranet, it's been very useful for staff to stay in touch.The way we answer chats or calls is exactly the same as we would in the office. Customers get a disclaimer at the beginning of the call, explaining about background noise and apology if things are taking longer. It was strange in the beginning but we have all adapted and we are running smoothly as a team again.
2.2 Feelings
Employees were equipped with the relevant devices and the company installed wifi for those who did not have it at home. At first the general feeling was quite exciting. It was a new challenge which none of the staff or management were expecting, but to be put into a position you never thought you would find yourself is very daunting. My greatest concern was how I would keep myself dedicated to keeping up the same quality of work that I produce in the office and not be distracted by home life. We also have a fantastic team and team leader who all work very well together and I knew that element of support I was going to miss. As time progressed the feeling of something new turned to uneasiness and a fear of the unknown as cases started to rise in the Uk. 

2.3 Evaluation 
I have asked my team a number of short questions about their feelings on working from home,the data is collaborated in the graphs below. There are 12 members in total. Ages range from eighteen to forty two so all have very different views on working from home.
Question 1. 
Have you saved money working from home? 
  Yes                                   No 
   9                                      3
[image: No  vs. Yes ]
One individual noted that WFH saves them money by not having to buy expensive lunches or meal deals in the city centre, another stated that the lack of commute saved them a lot of money  
on parking each month.
Question 2.
Do you miss the office environment?
Yes                No 
 8                   4 
[image: No  vs. Yes ]
As mentioned in a previous answer we worked very well as a team together and have become friends outside the workplace the majority are missing having a strong supportive network around them. Also for work we are expected to wear smart clothes and look presentable but it’s not always practical for homelife. I am missing the confidence you can get by wearing your work clothes. These little differences can lower your energy levels and make you feel sloppy.
Question 3.
If given the choice would you work from home permanently? 
Yes                No 
 9          3     
  [image: No  vs. Yes ]

The three who choose no are some of the older members of the team, Who have young children at home and struggle to keep family life and work life from merging and are missing the important break being in the office can give. The younger generation do everything digital anyway so they have coped better in the sudden change of situation
Question 4. 
Do you think the company is doing their best to support you working from home? 
Yes               No
 7                  5 
[image: No  vs. Yes ]
Managers in our workplace promote getting the customer's problem fixed the first time they contact. The majority of queries we deal with are straight forward but the more complex need a manager to apply refunds or changes to customers accounts as staff do not have the relevant software in our computer program, at present it can take our manager longer to deal with this at home leaving us with a higher number of customers to contact back at the end of the day. It's also frustrating not to be able to solve the customers' query straight away. Most have been understanding others feel that after they have waited an hour to speak to an adviser the issue needs resolving immediately. Some have lost their jobs due to Covid and simply can no longer afford our product, But it's not as straightforward as just cancelling the service. Our union rep is going to raise the question of employees having more freedom around customers' accounts to omit manager intervention. 


Question 5.
Do you feel your productivity is the same at home? 
Yes                   No 
 5                      7
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I was intrigued by the higher number being no, if we are under achieving our team leader would ask for a performance review. We work in a highly charged sales/customer service based office which thrives of motivation, And that lack of approval when we get a sale is affecting the morale of certain team members. We are also no longer having our one to one sessions. In these meetings with our team leader we can discuss customer feedback, performance or even coaching to progress into team leadership. It's a boost when you get great customer feedback.
2.4 Analysis  

My gap analysis is based around my current manager and what I think would help us progress as a team. I am not discrediting the fantastic job they are currently doing,there are a number of ideas I have found  through researching this assignment which may benefit the team going forward.

	Current State 
	Desired State
	Gap

	Tech Support 
	Better Tech Support 
	Improvement of Tech Support 

	No chat room 
	Watercooler Room
	A safe place for colleagues to discuss non work related issues

	No Training 
	Content Training 
	Keep up content training even 
if it's via Microsoft teams.


[bookmark: _uvs6sj2kp4hn]
The technology support is poor. We use an inhouse system called stan which is normally dependable but occasionally has issues, I experienced this when working from home the program crashed leaving me unable to login. My first point of contact was my team leader who contacted the IT department and we had a few emails back and forth resulting in them calling me to talk me through the problem. The total time I was offline was an hour and fifthteen minutes which is ridiculous. I wasn’t making any money for myself or the company I could have potentially made a sale or sales in that time and will not get reimbursed for the hour lost. I am understanding of the status and that the IT department is facing the same challenges we are but if I was talked through it in the first place I would be back online in a shorter amount of time. We have the option of leading feedback, It's a case of not having enough staff in the IT department to cover this drastic change.
One a month our team would have a two hour training session on content, we work for Sky so knowing what new content is coming up is important to close a sale, if you can relate to what a customer enjoys a sale becomes easier. In this meeting we could bounce ideas off each other and gain knowledge of things you are not necessarily interested in. I do not watch football but it's a lot easier to sell a sports package to a football fan if you know their team is doing well and what matches are coming up. Customers need to buy into you as a person and relating to a customer personally gives us the upper hand in the situation. We have a Whatsapp group for this purpose but it's not giving us the important bonding face to face. 
The water cooler room is a concept I took from a Youtube video “The 21 Rules for Managing a remote team” Martin (2018). He explains that his remote team has a water cooler chat room which is open constantly, this is a place for colleagues to chat about non work related things like you would if you bumped into someone at the water cooler. As mentioned we have a group in which we can chat but not all teams do. Bonding with your team helps it run like a well oiled machine. I can confidently say my team leader is happy taking time off without worrying what issues we may run into. We have learned each other's strengths and can problem solve without constant supervision. 
2.5 Conclusion
Our shift pattern can be quite grueling we work three days in then one off ten hour shifts it can often feel that you are at the office more than home, WFH does give that balance back for example in your breaks you can get meaningless tasks done like wash the dishes or put a load of washing on which can sometimes be last priority when you have been out of the house for twelve hours. From my perspective I am happy to be home more, My son is happier and days off can be enjoyed not trying to catch up with home life. The company has  let people decide if they wish to continue to work from home this coincides with the two meter ruling. I currently do one shift in the office and two from home. That one day in the office is not as tedious as it used to be and I am enjoying the role more. The only downside for me is that lack of peer and management support. Working from home is the future but Is it really best for society? With more employees remotely working will the bigger cities survive? Some companies rely on passing trade from office workers. With no commute to work the demand for city apartments will decrease, and my role in customer service especially runs the risk of being outsourced for a cheaper alternative.  As this is a big economical change there will be winners and losers but as the pandemic is still on going it's unclear who this will benefit.
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