B2, Unit 3.3. handout - A Report

EXAMPLE 1

Report on Staff Turnover in BCU Helpdesk Operation
Submitted November 14, 2022 
Introduction
This report is written at the request of the Chief Financial Officer in order to investigate the high turnover rate amongst employees in the BCU Helpdesk Operation. The information in the report is based on a week-long investigation into the matter by three members of the Human Resource Department. The three-member team interviewed staff, checked administration records and observed working conditions. Recommendations are made in this report on how to decrease the high rate of staff turnover at the center. 

Background
The BCU Helpdesk Center has been in operation for four years. It employs 36 personnel whose work comprises mainly of handling telephone enquiries from the general public regarding our range of telecommunication services. Although situated in an area with high unemployment, the annual turnover has been between 42 and 45% every year since it opened. The average annual turnover for the helpdesk/call center industry is 31%, already considered high compared to other industries 

Findings
One of the first things that the team noticed was the lack of training of the personnel in handling a call. Each employee had their own system of dealing with an issue. Where a process needed to be explained, different employees would provide different steps. In many instances, the employees felt frustrated because they had not been trained how to handle an issue and were merely guessing at the solution. 
When the staff survey was carried out, it was found that the most common complaint was about the working environment. Although a fifteen minute break every three hours was promised, in reality the long queue of callers on hold meant that a break was impossible, especially during peak hours. The lunch break was usually shortened for the same reason. 

The employees work in teams of four, supervised by a team leader. The team leaders were observed to criticize and correct the employees when they made mistakes, but never to praise the employees when they did well. Interviews with the team members confirmed this. 

Finally, many employees complained that there was no chance of decent career progression. Team leaders are paid only very slightly more than the team members and have to work slightly longer hours. The center is run by two managers, who were sent there from headquarters rather than being promoted from amongst the ranks. 

Conclusions
The main issues that were found are as follows: 
1 A lack of training leads to employee frustrations and disillusionment. 

2 The hectic working environment, due to understaffing, means employees cannot socialize and do not enjoy their work. 
3 Employees are reprimanded but never praised, leading to employee disillusionment. 
4 Employees do not perceive that they are able to better themselves by remaining in this organization. 

Recommendations 
To address these four main issues, the following actions are recommended:
1 A team of three full time training officers should be hired by the center. These officers should be tasked with organizing a proper training session for all incoming staff. The staff must be trained on company procedures as well as basic and advanced customer service skills. 

2 The number of helpdesk operators should be increased by 10% during peak hours. Center managers must ensure that break and lunch hours are not shortened or skipped.
3 A workshop should be held for team leaders and they should be trained on how to give appropriate feedback – constructive criticism and praise.
4 Team leaders should receive either a pay increase or an improved annual bonus in order to reward their greater contribution. At least one manager should be promoted from within. 
 

EXAMPLE 2
[bookmark: _heading=h.gjdgxs]Intruduction
Susan Pearson, Director of Personnel has requested this report on employee benefits satisfaction. The report was to be submitted to her by 16 May.
Procedure
A representative selection of 10% of all employees were interviewed in the period between April 1st and April 14th concerning:
1. Overall satisfaction with our current benefits package
2. Problems encountered when dealing with the personnel department
3. Suggestions for the improvement of communication policies
4. Problems encountered when dealing with our HMO
Findings
1. Employees were generally satisfied with the current benefits package (75%).
2. Some problems were encountered when requesting vacation due to what is perceived as long approval waiting periods.
3. Older employees (over 50) repeatedly had problems with HMO prescription drugs procedures.
4. Employees between the ages of 26 and 30 report few problems with HMO.
5. Most employees complain about the lack of dental insurance in our benefits package (90%).
6. The most common suggestion for improvement was for the ability to process benefits requests online.
Conclusions
1. Older employees, those over 50, are having serious problems with our HMO's ability to provide prescription drugs.
2. Our benefits request system should be revised as most complaints concerning in-house processing.
3. Improvements should take place in personnel department response time.
4. Information technology improvements should be considered as employees become more technologically savvy.
Recommendations
1. Meet with HMO representatives to discuss the serious nature of complaints concerning prescription drug benefits for older employees.
2. Give priority to vacation request response time as employees need faster approval in order to be able to plan their vacations.
3. Take no special actions for the benefits package of younger employees.
4. Discuss the possibility of adding an online benefits requests system to our company Intranet.


