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Organizational Problems

Working under one accord, following processes and taking responsibility for accounts sums up the perfect after hours team within my organization. The Custom Accounts Program (CAP) specifically caters to specialized accounts. Utilizing good team work and proper account handling, ensures that the CAP team will meet the contract agreements. Contract agreements have not been accomplished by the after hour team. Per research, processes are not followed, call handling has not been initiated and management has not shown disciplinary action.

The CAP team seems to have continuous problems with their after hour team. The past months there has been neither change nor action made to fix the mishandling of calls. In the meantime processes have been made for accounts that seem to be bypassed by this night group. Being that the CAP team is a whole unit the after hour team is creating a bad name for their customer’s. 
Team leads have been assigned to find where the problem exists and why. Research has shown that the after hour team is low staffed with over 80 accounts to work within a nights time. The agents are not familiar with all accounts; this indeed is another major problem. There has also been communication that additional training needs to be done to clarify specific account needs. These are three major issues that need to be addressed to correct the possible mishaps during the after hours for the CAP team. Leads have monitored that the after hour agents do not follow process procedures and tends to deny superior changes. With this condescending attitudes from the after hour team this does not help solve the problems with the contract agreements are not being met. There has also been a case of some CAP after hour team members sleeping on the job. 
Evaluation shows that in order for everyone to work as a team we must use the same process, make sure training is completed and ensure confidence with accounts. With all of these issues addressed, the CAP team will be able to face the after hour problems that persists. Flexible scheduling can be initiated or new hires can also be beneficial. Management will have the option to implement particular changes that will need to occur. Although, this will take some time and a bit of constructive criticism this can evolve a stronger team. The changes that will take place will not only benefit the team this will give the customer the total customer experience and satisfaction. 
