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Survey Analysis

Previously, we acknowledged that the Custom Account Program Team (CAP Team) at Hewlett Packard was facing a few organizational problems. These problems consisted of an after hour team not producing work sufficiently. Utilizing good team work and proper account handling, ensures that the CAP team will meet the contract agreements. Although these standards seem effortless they are accomplished and needs resolution. To find where the problem might persist we will conduct a survey to narrow down where we need to reevaluate and try to solve. 
Our main goal is to find out what needs to be developed and dismissed with the after hour team. A survey will increase our knowledge through our customers view as well as employees. The management team will have the opportunity to review the surveys and develop a solution. Research has shown that the after hour team is low staffed with over 80 accounts to work within a nights time. 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. 

While developing this survey, management will be concerned about the following: What does management want to find out? What are the responsibilities of the after hour team? What factors are most important to improve the situation? What factors are likely to improve the quality of performance of the after hour team? These are the factor that the survey will measure. In a sense management will need to predict what things might be causing the problem (i.e., hour team that has not been able to follow the process needed to serve the customer, as well as not able to take ownership of faults and management has done nothing for this to improve). The survey could consists of the following information: Tone at the Top, Staff Accountability, Supervisor Commitment, Work Related Values, Job Satisfaction and Resource Allocation may be factors to consider as often the problem start at the top. In other words, the culture of the organization may be impacting job performance, motivation and commitment. Management will need to consider when developing a survey is structure.  Will they ask questions or have statements that the participants will respond to (i.e., strongly agree, agree, neutral, disagree, strongly disagree). Within this survey analysis is an example of an illustrate statement format. The tone at the top of the survey would involve questions in regards to the team leaders being approachable when problems and work related issues arise. In addition, are the team leader’s positive role models for transparency, encouragement, and open communication. 
Accountability is also a factor when developing a survey for the CAP team. Management can distribute questions to the team leads. Do they feel protected from reprisal for reporting violations of the performance standards and job requirements?  Are the performances of the staff given fair recognition? When breeches of the rules and regulations are reported, is a proper review or investigation conducted? Are employees at all levels well prepared to detect breaches with respect to job requirement guidelines?

Are professionals who violate job requirement and performance guidelines disciplined fairly and consistently? Does the management have the commitment to properly monitor the adherence to the guidelines of job performance and conduct? Is everyone held accountable for following for following Hewlett-Packard professional and job requirement guidelines? Are general service staff members who violate job requirement and performance guidelines disciplined fairly and consistently? Are leaders who violate guidelines of job requirement guidelines disciplined fairly and consistently? 



          Overall while management develops this survey they will tend to pass through moral parity values. This step seems to throw a step of reality to the management team. This will help management acknowledge if they are practicing moral parity values. Are these values practiced in the way people work? This will include honesty, equality, fairness, respect, tolerance and plenty more. This subject can also branch out into productivity values. This will embark on the subject of what extent are the values practiced in the way people work? The main question that falls back on the company as a whole would be, should Hewlett-Packard allocate more resources to training and professional development?











                 Surveys can give you a greater view on what needs to be fixed within an organization. Although these answers might seem overwhelming from the survey, they can become beneficial to the organization. When problems arise using this research method can increase one’s knowledge, which can stem from the customer’s view as well as the organizations view. Day to day we tend to need constructive criticism to evaluate ourselves and improve as well as businesses. We have to learn this is a beneficial resource. 
