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1. Introduction
I write this report based on personal experiences I faced when I arrived in London at my workplace. For legal purposes, I will not disclose the name of the company and the people I worked with. I will show here some of the main issues, their causes and possible solutions I would propose and implements based on the experiences I had and on the studies, I have been doing over this course in particular “Problem Solving and Decision Making” module.
In the workplace, the main purpose of people being there is to fulfil in the best way the requirements for the tasks they are working for. According to The Equality Act in the UK 2010, which replaces any previous act, any person should not be discriminated; it includes sex, race or disability conditions, protected under this law any person who experiences any kind of abuse in this aspect has the necessary support to and protection.
Among other subjects I chose to approach on  communication not only the language barrier I faced at the beginning, but also a lack of feedback from the managers; lack of initial and regular training proposed from the enterprise; poor ability on dealing with cultural differences; inexistence of Human Resources and finally but not less important nepotism.

[bookmark: _GoBack]2. Define a Complex Problem
Working as a cleaner I did not have the training, in the beginning, the manager asked me some questions about my status in the UK filled some files, took me in a photo and asked me to sign the contract, gave me a booklet where I should read how to use the chemical products. After this first meeting, we rarely see each other. However, there was a notebook were the office secretary used to write the complaints or specific tasks we should do along that week. 
I used to work with a colleague in a basis of three hours a day, each one, besides if any of us would not attend the work the other one was supposed to work six hours to replace the one who was not there. Following those premises, the cleaning was always done as expected. One day, my current colleague stopped to work, for unknown reasons, and in his place, a new cleaner came to replace him. This person replacing the previous employee was a friend of the manager, who despite her kindness did not work as it was expected and the flow of complaints raised considerably. I tried, several times, to report the incidents, but as there were no human resources. I spoke to the manager but she always answered me that arguments were not accepted and also, as I knew what to do better I should show and teach the new one and do the missing areas where it was not in the good standards as usual done so far.
I started being very upset not only about that situation but also because the few times the manager used to come to the site, they started to speak in their language and I was not able to understand at all, I did not know either they were talking about the problems we were facing or about myself.


3. Analyse information on the identified problem
I was facing some problems, such: I was overloaded with so many tasks, and upset about the new employee behaviour towards the site and me; the lack of commitment from my new colleague and any real solution from the manager. For this situation, the “Fishbone diagram” would be the most appropriate for this case where the problem has to be Defined, Measured, Analysed, Improved and Controlled what gives the acronym DMAIC. 
Defining the problems in the workplace: a) absence of training; b) team working failure; c) language and communication barrier; d) lack of positive feedback.
For the points raised above some suggestions for improvement are proposed: 
a) Absence of training – All new employees should have an initial training to show the premises of the site and the tasks, the order follows, in what way and the results expected.
b) Team working – All employees have to have in mind that they are in the workplace to do the job they proposed to, the have to ask information when in doubt about what to do, they deserve having answers for their questions,  share the tasks fairly.
c) Language and communication barrier- Once we are in England, English should be the only language spoken in the workplace. If it is too hard to understand the whole explanation, at least the keywords. Doing in this way, employees will start learning the new vocabulary, improving their understanding, trying to getting more and more familiar with the new job.
d) Lack of feedback – Knowing what and where something was not properly cleaned or tidied up is important to improve and give a satisfactory and pleasant place to the clients. But, also it is equally rewarding when the cleaners have positive feedbacks from their managers. 


4. Possible solutions
Facing all this range of problems some techniques are required. First, the employees and the manager, using ‘Brainstorming technique’, should write and not only speak all aspects they consider affecting negatively and positively the right way to work no matter it would not look wise, gathering a list of all ideas, as any small detail could be valuable in that state. 
All these ideas would be in a chart of SWOT to analyze the strong and weak points evaluating endorsed by Eisenhower Matrix. Writing all information would stimulating in such a way not only the vision but also the thoughts and reflection about the problems. Additionally, the comparison between different points would be easier to spot.
Next action would use Force-Field analyses evaluating all ideas, interpreting them to calculate and access the most doable; measuring the forces within the organisation, diminishing the negative ones and finding positive others to interact. However, in that stage, some participants tend to reject the possibility of any change, it is important to show the goals. Analyzing the forces that restrain the current state to the desired one and insuring all participants about the process allows the level of support of the change. Conducting this analysis enable the members to find ways of reducing and weaken the opposition, increasing and strengthen the possibility of success.
Finally, implementing the study of ‘Risk Analyses’ focusing on qualitative risks would close and complete the study. Creating, implementing and putting into practice such actions in collaboration with employees and manager, the quality and efficacy of the work would be more clear and practical to each and all involved in the action. Developing an increase in the quality of the work performed.

5. Communicate the plan to stakeholders
Implementing changes in a workplace involve more than a full range of new rules, it requires planning, equipping and supporting not only the leaders to facilitate the improvements of the new activities, but also it is essential to support the employees throughout the process. Even if all parts involved agree with the new rules, resistance always occurs, as it is known: ‘it is always easier to persuade than dissuade’.
Starting with the two first process of ADKAR Model (Awareness and Desire) where every person involved, despite their position, has to achieve different goals at different times, adjusting their different levels to reach them the same and positive purpose. ADKAR Model has five different and distinct steps with sequential goals facilitating identify areas of resistance. Moreover, since not all people act, think and react in the same way, this Model is the most appropriate tool to adjust everybody feelings to arrive at the same target.
Communicating the process is the first action to make understandable the necessary improvement they are working on. However, it is not enough, as no everybody understands the reasons for the change at the same time and even if it happens, they need to agree with that reasoning.
Understanding the logic of change does not mean they want to do it, they must recognise the real benefits and above all, they need to desire it. Their daily routine might be affected.



6. Develop a plan for implementing the solution
Leaning on ADKAR Model I will propose a plan for implementing solutions for the issues such as the absence of training, communication, team working, lack of feedback and nepotism. 
The Knowledge on how to develop every step to clean in the workplace the employees should be explained in written on board allowing everybody to view and to ensure any task was not missing, the leaders have to provide knowledge applying directly to each individual’s responsibilities. The changes would be gradually and constant what allows a gradually and efficient transformation. 
Even if some knows how to do something, it does not mean they have the abilities to do the tasks, testing out the modification give the employees the time to build confidence before fully rolling out, for that reason an initial training supported for a continuous one is vital, not only to start on the right side but also to improve day by day.
The last step but not less important is the Reinforcement, providing feedback both negative and positive. On the same wall chart where the objective is, should appear the weekly progress, rewarding and thanking the efforts of the team. I would even propose to give a different strap to hung the ID card of the workplace, in the beginning, it would look strange till everybody gets used to and being happy to receive their own.

7. Monitoring and reviewing techniques 
A leadership position is not either easy, but it exists with necessary proposes.  The one in this position needs from time to time to be either authoritarian when making decisions and then telling to their subordinates, in other situations, they have to be; consultative asking to those who are involved in a decision for their way to thing and once the decision was taken informing them the changes are likely to be implemented. Finally, being democratic when they allow the teamwork to get involved in, also to improve the encouragement of the team to take responsibility for decision-making and any improvements.
Communication is one of the primordial tools for a successful and enjoyable workplace where all new change and needs are communicated, clearly with each other. The employees must be encouraged to get associated and committed in decision-making.
The objectives have to be clear and the benefits clearly set out, presented and displayed to all parts.

8. Conclusion
The employee should have entire, complete and progressive entrainment since the beginning, with general verbal instructions, supported for further written ones, with progression, knowledge and development on the position. The cleaning enterprise would get better results, saving money and time, avoiding unnecessary disagreements among the employees as they would be moulded and used to the functions, they are working in. Besides these measures, the cleaners should also swop the tasks to acquire a complete cognisance in how to keep in the right way the procedure expected by the workplace.
In a site where everybody is apt to develop satisfactory all tasks in confidence, the chances of having outstanding results are higher, the ambience is more agreeable where the efforts would be daily rewarded by themselves with the satisfaction of the duty fulfilled.
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