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My role as a volunteer in PACT, has been excellent teaching, seeing me grow and participate in activities, workshops, and in the different services that this community offers, helped me at a time where I have needed it most, therefore, in uncertain times such as the This year two thousand and twenty, the pandemic has turned everyone upside down, the aid channels have increased, the services have been overwhelmed, as well as the people who contribute.

Here I will analyse from my points of view and with the help of the fishbone technique, the problem-solving process, decision making, the implementation of the solutions, and its positive impact on the team.
PROBLEM-SOLVING DEFINTION

Problem- solving is the act of solving a problem. Life is surrounded of problems in our daily existence, workplace, relationships and nature, accompanied with solutions that creatively appear or we design to solve it. Problem solving has a process that helps to find the resources, sources, and techniques to employ it and manage the solution effectively. (ASQ Quality Press., 2020)


PROBLEM DESCRIPTION
For the past two years, I have been cooperating in community service as a volunteer, I have collaborated in the organisation called (Parents and Community Togethers) based in South London, Camberwell,  providing services of well-being, that involves parenting programs, workshops, health education, activities in weekly groups for mothers and children of diverse backgrounds. In PACT exist two groups, Mum Spaces and Espacio Mama for Spanish speakers. We have the staff members organised in different roles, they delegated responsibilities to the volunteers to ensure that every assistance required for the mothers is attended. (Charity, Guy's and St Thomas', 2015). Before of the pandemic we had covered those services in full time.

As volunteers in the organisation, in the time frame that we have to deliver the tasks to the numerous groups, we have missed participants, because the pandemic has made difficult to follow the agenda worked, and we do not attend all the requests on time. We used to deal with the flow of people because we had a physical place to run our programmes and workshops, and we also had more people working for us. Nevertheless, now we have to distribute the task five times more just with an employee including volunteers to be quicker to address the problem.

Having examined the problem, it is now necessary consider that lack of members have made increase complaints, the way of contact with mothers through video calls, what Apps groups, and video conferences it does not keeps the effectiveness. One of the member of the staff have to deliver a workshop on Zoom about family food club, and the same time attending the questions in video from all the participants without any extra support made that a lot mother left the class, creating frustration to the person in charge, suddenly she saw just few of them.


In April we ran with the team an audit to collect data from all the mothers, calling them to participate in a survey that helps us to understand deeply their concerns, fears and hopes. For this action, we were ten volunteers, that we had to call a total of twenty people least each one; it was overwhelming because for each call the time increased, we had thirty minutes with each person, but sometimes the duration was between one hour and three hours, that took time, energy and the change to finalise the task on time. 

Most of the volunteers complaint about the time management, they shared  in one of the meeting that, some mothers were very anxious related to the pandemic, some of them were suffering domestic abuse, financial problems  and medical problems, at this point the distress occasioned to volunteers was elevate because any of them has previous preparation to deal with certain problems. To illustrate this statement with more comprehension, myself I had to attended a called from a mother that suffered domestic abuse with her baby, she described me everything and the same time I had to be distant because I could not be involve, I have to advise her, first asking her if she was agree to report this with my manager and second if she felt that was in danger, I did the report and also with contact with the institution that could help her, but with the pandemic it was difficult be present for her with any of the volunteers to support her and accompany her in that difficult moment. 
EFFECTS OF THE PROBLEM ON PEOPLE
In this section I will expose how problems affect employee productivity, in this case including volunteers. The effects of the problem on people can varies depending of the personal circumstances in the workplace.

“Any employee concerns naturally affect productivity, from interpersonal challenges to the availability of training. Any issues that cause stress for employees can affect their mental and physical wellbeing, undermining their ability to perform at their best, according to the World Health Organization”. (Primalogik, 2019)

It is clear that the pandemic took us all by surprise, difficulties for the whole world, both economically and emotionally. voluntary work is demanding, especially when we work with different issues can bring anxiety, affect the wellbeing  without previous training. When the volunteers started this year, we did not know what we had to face. Some volunteer mothers were having personal problems, it is at home, some of them had lost their jobs, others were not working, but their salary was reduced, which brought a lot of concern among the community. At that time, I was with the university trying to get all the assessments, and the children at home, plus extra obligations, this situation produced a level of dissatisfaction to concentrate on my volunteer work. 

The person in charge in this action called me asking me, if I wanted to do more calls, at that moment I just accept to make some, but I had to talk with her after I finish them. Afterwards I expressed my feeling related to the situation, I said that I was not prepared emotionally and professionally to manage it.  I decided and other volunteers end our participations in the audit calls.  I felt excessively depressed for make the calls because I did not how to handle it.  I could not concentrate that affect the workflow to the deadline to pass the data from the surveys during the calls. I just did five calls each called was between one hour and three hours. 
































Generate Solutions – Fishbone Model

In this section I will brainstorming to generate solution using the Fishbone technique, that it will helps me to ask the correct questions and analyse possible solutions to my volunteer role in the current situation. According to his creator.

“Fishbone diagram is a graphic representation, which helps the mental processing and organization of ideas, point of view and conclusions to be formulated in case of problems and the identification of their causes, and it may be used in any type of activity.” (Loredana, 2017)

Many doubts have arisen for the volunteers and staff members during these months due to the pandemic. I wanted to emphasize the solutions, more than the problems, and create results for everyone at work and improve any distress and build a sustainable participation for all.
Volunteers 
Technical procedures 
Management

after a period as a volunteer the organization will hire them as paid staff
the project is finished and they will not be called again

Lack of planning
feeling tired, not feeling useful, needing to take a break, feeling bad
Family responsibilities



not having enough free time for oneself

Logistical problems


increased inquiries and concerns

enthusiastic with the staff

The volunteers are afraid of not knowing if it will be enough to attend all the mornings.

Recruitment in the organization
good work environment despite the few staff

lack of mediums to continue collaborating.
Phones, laptops to get accessibility to video calls.

 Motivational factors


Equipment
Mothers
Working environment



Figure 1 Fishbone Diagram

· causes of abandonment that were impossible to categorize due to their exclusivity.

Decision making 
In this section I commence with an exploration of decision making, it reveals how the volunteers and part of the staff shared their feelings in meeting organized by the team.

Using intuition and, we can collect all the information given by those affected. This helps us understand the problem more objectively. There are stages where complexity is investigated and evaluated. The decision's impact will be reflected in the team in the short or long term, thus bringing the results of the section that was previously taken by the management team and with the team members related to common goals, objectives, desires and values (Fulop, 2005)

Volunteers outcomes 

· They feel like they do not have sufficient time. 
· They still feel well received by the workers. 
· They are afraid of failure. 
· They are given the opportunity to help the organization's goal and understand how their job contributes to it they are given sufficient training or recognition.


To motivate the volunteer initiatives arising from themselves, we must always understand their needs, with the pandemic the concerns have increased, so from our team, we have decided that speaking with each member and listening to them, it has been possible to reach even greater understanding The factors for which the volunteers were more stressed, some left, and those who decided to stay, we studied and saw that the volunteers, even though they knew the processes, many of them were not trained in situations such as approaching through calls, video calls, data collection, and wellbeing techniques for themselves.

Implementation – managing the change
This section is highlighted as implementation once the solution is reached. It is evident that the evaluation and concretion of the decision need to continue with a plan, thus, detailing, and defining the program's potential and determining its coherence with strategy. (ITS, nd). When the volunteers and management team should agree to follow the plan, first the communication must be approachable, clear, and open to take feedbacks. 

This will help, that in any case, some change or other point can be added and modified between the participation of all. A result is reached that the handling of calls and services performed have been affected in the pandemic. The impact has been negative for many, thus receiving training in cases where a volunteer must face a situation of support towards A mother will know what the boundaries are and where their participation and involvement should be taken. The time she should be on the phone, or the computer does not require more than thirty minutes per person.

Before any appointment, they must go through a filter, where the inquiries will be carried by topics and applying the urgency level. This section will be offered by the staff members, since they will be able to check the mothers' files and thus be able to monitor, in order, which is attended, and the cause of the call and the service provided. Consequently, the mothers will be able to participate in a short survey where they will share the service experience, where the staff will be able to access and categorize the level of satisfaction.



Some WhatsApp groups have been dissolved. For that reason, using the filters on the organization's website, everything would be registered and more accessible for the volunteers, focusing on the topic that should be trained and concentrate their energy remain calm.

The website will be updated by adding an extra page for volunteers to interact with posts and messages about online events.


























Monitoring the effect of the solution

my investigation shows, a hypothesis that could be applied through fishbone diagram in the organization where I am currently volunteering, due to the causes of this year and the changes, many volunteers have decided to take a break, and I saw that throughout the time since April the increase of the services and the increased demand, but studying the problem, and analysing, I think that maintaining good planning of the services with the platforms, and the training can reach balance for everyone,

Establish communication channels and workflows with the implemented strategy; it can be supervised to optimize the service quality and the volunteers and staff members' benefits. As a leader, the manager is committed to the improvement and wellbeing of each person in the organization (Kawakami & Tsutsumi, 2005), so it was alarming when this happened. Therefore, the actions that should be considered began to give their results after a while.

















Conclusion

Having examined the problem in my workplace and using the diagram of fishbone, I was able to find patterns that I did not see, inquiring into my experience and that of my colleagues during these months, I was able to carry out this report, applying the techniques given in class in each module, in it I found the fishbone that is replaceable for my problem and solution.

Volunteering work always has very gratifying benefits for the people who decide to support a cause, and for the people who are benefited. But sometimes we do not see the image from different perspectives, and we cannot see which are the way to improve in the organization, I learned in this work that we should not be afraid of disagreeing, face the problems with strategies that contribute, it will help performance and harmony with the team produce greater productivity.
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