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Critical Assumptions
· High level of demotivation from negative culture.
· Employees are not trained in the new billing protocol this is causing frustration.
· Understaffed and low amount of resources allocated within Accounts Receivable team.
· Amanda does not have a strong relationship with her employees.

Problems: Primary/Central Problem 
Amanda’s choice of leadership style has caused her to poorly manage implementing a new procedure, which has negatively affected her relationship with her employees.

Alternatives
Facts Considered: TechnoLOGIC is losing employees and rapidly decreasing in productivity because of the newly introduced billing procedures. Management has not adequately prepared staff for the changes being made at the company.
1. Amanda focuses on becoming a democratic leader, who encourages employee collaboration in the company.
2. Amanda works towards being a laissez-faire leader, who is hands-off and allows employees to flourish and complete tasks independently. 
3. Some business restructuring involving introducing new middle managers, to relay messages from Amanda to the teams.

Recommendation
The best solution to solve the primary problem as well as the satellite problems is the first alternative which is to implement a democratic style of leadership in Amanda’s team.

Implementation
Amanda will implement the recommended solution in three terms. In the immediate term Amanda will take management courses, hire new employees and provide training for all her employees. In the short-term she will perform a SWOT analysis and measure the productivity of her employees. Finally, in the long-term she will evaluate the success of her new democratic style of leaderships, communicate better with her employees and make improvements where necessary.

Critical Assumptions

· There is a high level of demotivation from negative culture within the company. Employees expressed their concerns about the new billing protocols however, management was not influenced by these concerns. In addition, Amanda enforced stricter guidelines; negatively affecting workers’ morale and productivity. Due to these changes, longtime employees are leaving the company. Which also means corporate memory is being lost.
· Employees do not have the tools and training to do their jobs. Employees have voiced concerns about needing training, and having trouble understanding the new spreadsheets. It took management four months to provide training for the new protocol. Despite this, productivity continues to decrease. 
· There are inadequate human and other resources in Accounts Receivable. Two full-time employees have departed after five years, while another leaves due to illness. This leaves Amanda with one full-time and two part-time employees. The lack of resources is negatively affecting productivity.
· Amanda does not have a positive relationship with her employees. The fact that Amanda does not conduct exit interviews means she does not learn why employees are leaving. Therefore she can not improve employee morale or retention. Amanda is playing a central role in the declining productivity at TechnoLOGIC. 

Problem Analysis
Primary Problem
Amanda’s choice of leadership style has caused her to poorly manage implementing a new procedure, which has negatively affected her relationship with her employees.
Satellite Problems
Amanda decided to change the billing process, despite objections from her employees. This has caused her employees to be unprepared and unable to do their job properly. After telling Amanda that they required training she dismissed the idea and merely gave them a guide that was delivered 4 months late and lacked detail.
Due to Amanda’s neglect of employee concerns, two full time employees of five years have decided to leave the company. In addition another employee has decided to take sick leave. This has left  her Accounts Receivable team understaffed. Amanda distributed the workload to the remaining employees, but increasing their work isn’t a solution when they do not yet understand how the new billing system works. 
With time passing, there is a drop in productivity in the company. The complaints of the employees are still being ignored by Amanda about the billing system since she thinks they are just whining and do not want change. However, the employees then start getting agitated and missing deadlines. The employees start taking more breaks and billing is not getting done. The communication with their clients have not improved which means Amanda has not accomplished the goal she set out to achieve by implementing the new billing procedures. This is a problem because the employees are still getting paid even if though they are not getting work done.
Amanda keeps her employees in the dark continuously and does not consider their thoughts when making decisions when they should be working together. She plans to hire new employees but, does not inform her existing staff believing it’s not their place to worry about it. However, her employees are understaffed and letting them believe there are no new hires in sight to relieve some of the pressure on them will create more of a negative work environment. Her frustration with her employees leads to her instituting a strict monitoring policy in order to decrease the amount of breaks that employees can take and to improve productivity. Despite her efforts, the billing still does not succeed. 
Implications on the Personnel
The employee morale of her team is rapidly decreasing from the lack of proper communication with their manager. By keeping her employees in the dark about hiring new employees the part-timers are denied the opportunity to seek a new position and/or take on more important roles in the team. If Amanda’s team continues to underperform that individuals higher up in the TechnoLOGIC’s management may decide to fire her or remove her as the team’s manager.
Implications on TechnoLOGIC as an Organization
The Accounts Receivable team is very important to the IT firm as their role is to make sure the company is being properly paid for their services. If clients are billed incorrectly, or there are mistakes made that negatively affect the client's, TechnoLOGIC will be held liable.



Alternative Solutions
Amanda approached our consulting group to help understand her employees better and the first step would be to change to a more appropriate style of leadership. Her current style of leadership has drove a wedge between her and her employees which is negatively affecting the productivity of her team. Amanda needs to choose a new style of leadership that can improve her overall relationship with her employees and productivity in  Accounts Receivable.
Alternative #1 - Democratic Leadership
Amanda’s current leadership style is autocratic. This has lead to employees leaving the company, feeling unheard and an overall drop in productivity. The first possible alternative would be that Amanda works towards becoming a more democratic leader. A democratic style of leadership would allow for more communication between TechnoLOGIC employees and different levels of management. Amanda would express concern for all voices not just her own. Take the opinions and suggestions of her employees into account when making business decisions. The final decision still remains with Amanda but, she will also encourage employees to voice their ideas openly. The democratic leader can create a very innovative and collaborative environment which would help the employees productivity.
Advantages	Disadvantages
	· Employees feel free to express their thoughts and opinions.
· Open communication throughout day to day business operations.
· This type of leader can inspire their employees and receive great respect for their collaborative efforts.
· Employees can feel a strong commitment to projects because their own ideas are included.
· A democratic workforce normally yields high productivity level.
· Democratic leadership can suit any type of business, as well as build strong teams.
	· The democratic process can be very time consuming.
· In some cases, employees are contributing ideas based on very little experience or expertise. Which can lead to issues within a project.
· Opinions are voiced openly and rejected / refuted publicly as well.
· This leadership style can become apologetic. Only one idea can be implemented, and in not choosing the other ideas the manager can feel obligated apologize.


Analysis
When comparing the advantages and disadvantages it is clear that this is a very viable alternative that should be taken into consideration. This alternative clearly addresses the primary problem of Amanda’s poor choice of management style. It will lead to a high level of productivity, increase employee commitment and improve the working environment. Amanda would have to introduce the democratic leadership style to her remaining employees, hire new employees (either from within the company or personnel with outside experience that can benefit her team), train them and then give her employees space to do their jobs. The only problem with this solution is that it is a time consuming process, which is a reasonable sacrifice for the success of the business.  Therefore, this is a very feasible alternative. Amanda can solve the issues at hand without losing control and a cooperative work environment will help her understand her employees.

Alternative #2 - Laissez-faire leadership
Laissez-faire is a french term which means “let people do as they choose”. This type of leadership is very hands-off. Employees are allowed to complete responsibilities in the manner they see believe to be the most efficient. Laissez-faire leaders do not layout strict procedures and policies to follow, as they would believe this would impede the productivity of employees as opposed to improving it. Amanda is there to provide resources and tools when needed, she is not there to coddle employees and watch their every move. Employees would be expected to resolve most issues without Amanda’s help.
Advantages	Disadvantages
	· When employees already have the skills to succeed, a laissez-faire leader allows them to flourish independently.
· Employees can become very strong at delegating work within a group because decisions aren’t made for them.
· Employees can feel more satisfaction when they have completed a project because they did most of it without outside assistance.
· This leadership style can give Amanda more time to focus on her own tasks instead of her employees.
	· Sometimes employees can feel a lack of awareness when it comes to their responsibilities.
· Laissez-faire leaders can seem uninvolved / uninterested in their employee’s work and  performance leading to low productivity.
· When work hasn’t been completed to satisfaction employees could blame a lack of involved leadership.
· Employees can take advantage of a less involved boss and take longer breaks or more days off. Especially if Amanda does not see all her employees everyday.


Analysis
This style of leadership is used in most IT companies, however Amanda is the manager of the Accounts Receivable, she is not CEO. The employees need clear instructions, procedures and to be closely monitored which goes against the principles of Laissez-Faire. Amanda would implement this by hiring new employees, training them and then letting them go do their work independently. This alternative is the quickest to implement and can solve the  primary problem. However, can be unproductive and inefficient at times because of distractions and lack of clear instructions. It can create new problems because Amanda is usually making all the decisions, and if this is implemented will probably continue to feel overlooked and unheard. There are other alternatives than can better address the problem effectively and are more feasible.
Alternative #3 - Introduce Middle Managers and Restructuring
The third alternative is to restructure TechnoLOGIC introducing middle managers but, keeping with an autocratic leadership style. In the present situation team leads report to Amanda from their respective groups. In this alternative, the company would hire two to three new middle managers that the team leads could report to and henceforth the middle managers would report to Amanda. The middle manager would complete reports on the inner workings of each team that reports to them. Then, the middle manager would report all relevant information to Amanda. Who would than, make decisions based on the information and relay those decisions back down through the middle managers. At the present moment, Amanda perceives the employees as lazy and whiny, middle managers could remove any potential biases Amanda might have.
Advantages	Disadvantages
	· There is a clear chain of command. Employees are aware of who they have to report to and when.
· Middle managers can provide clarity for tasks that must be completed.
· Middle managers are their to help, instruct as well as listen to concerns. This will help employees feel that management hears their concerns.
· Middle managers could lead to faster decision making. Amanda will make a decision and the middle managers will be in charge of implementing those decisions in a timely manner.

	· This alternative could lead to a lack of collaboration because we have introduced a hierarchical business model.
· A hierarchical business can be less flexible and lead to less innovation because all decisions come from top management. Who employees aren’t always able to contact.
· Chain of command can lead to misinterpretation of instructions. The middle manager might not clearly understand Amanda and relay a message she did not intend to send to employees.
· Some increased isolation can occur because teams will experience less cross over collaboration.


Analysis
This is the best alternative when it comes to addressing every satellite problem such as productivity, employee morale, and the relationship between Amanda and her employees. However, when it comes to addressing the primary problem of leadership style this isn’t the most feasible or viable alternative because Amanda has a small amount of employees. If she were to introduce middle managers they would outnumber her actual employees making them useless. Amanda’s team is small, and it is unlikely that she would be able to hire so many people. Therefore, this alternative would not be the best fit for this situation.
Recommendation 
TechnoLOGIC’s problem lies in the style of management. The solution is to implement a democratic leadership style this would prove successful in eliminating the primary problem and most of the satellite problems that Amanda faces with TechnoLOGIC. The team will experience increased morale, more open communication and receive the job training necessary to operate  the new billing protocols. All of which will yield higher productivity for Accounts Receivable.
A democratic leadership will increase communication among employees and in turn reduce confusion. This new system will allow for employees voices to be heard. Amanda previously disregarded her employees concerns which caused employee frustration. Open communication will allow employees to voice their opinions on issues at hand. Amanda reserves the right to make the final decisions despite employee concerns. However, any decisions will be made with the team in mind, which will hopefully lead to higher employee satisfaction. 
With the new billing protocol, employees will have to be able to communicate with clients. Employees will bill clients at their own discretion within the guidelines of the new protocol, an increased ability to make decisions will lead to increased employee commitment to projects. Employees personal ideas will be shared and possibly implemented into daily operations which will help boost morale. Productivity will increase because of the higher devotion and motivation. With time the relationship between the employees and Amanda will only grow stronger as a direct result of the democratic leadership style. 
Three new personnel will be hired to replace those that have left. Amanda will require the new staff to have strong communication skills and be highly adaptable. Firstly, Amanda will look among the remaining employees, and promotions will given to the individuals that have effectively demonstrated the necessary skills when working with clients. Furthermore, the ability to adapt to the new billing protocol will be weighed upon heavily in order for a promotion to occur. New staff will be hired to replace whoever has been promoted as well as any additional staff that may be required. 
Amanda will also provide more training so staff can understand new billing procedures. Amanda may be required to run her own a training session as well as providing a detailed set of guidelines for staff to follow on a day to day basis.
A laissez-faire leadership would not have proven successful. Amanda’s personality doesn’t allow for such freedoms among her team. She would still like the liberty to engage and watch over her employees. Introducing middle managers would have created a hierarchical system causing more potential satellite problems like miscommunication and isolation between teams.
A democratic leadership style where employees are given the chance to communicate and share their ideas will allow for more understanding between all parties. With the new billing protocol in place communication is key for the success of this new procedure. Staff must voice their concerns and lack of understanding with Amanda. Amanda needs to listen and address said problems accordingly. If Amanda listens to her staff and the staff takes the time to learn the new procedures, this new billing protocol can be successful. 

Implementation 
Immediate Term (0-4 Months)
To begin, Amanda will request management training for herself from her superior at TechnoLOGIC. As soon as Amanda completes her training and improves on her management skills it is essential that she hire new staff to replace those who have left her team.
Since two experienced full-time employees left the team, she will need to hire people to replace them. She can ask the two remaining part-time employees if they would like to be promoted to full-time, since they have experience with the team responsibilities. 
Additionally, she will need to hire two new part-time employees, these individuals will have to have some experience with billing. She can consult her team to ask if they would like to recommend any individuals for the job and if the individual is a qualified good fit for the team. The employee who recommended them can receive a referral bonus. Another option would be to put a job advertisement on online platforms such as Indeed or the careers section of TechnoLOGIC’s website.
After Amanda hires new employees the next part of the immediate term would be training. Amanda will have to train the new employees so they know their responsibilities and can be comfortable with the workload. Previously, Amanda’s employees have complained that they need more training in the new way of billing, using new spreadsheets and how to properly improve communicate with the clients. This will reduce the amount of whining and complaining that Amanda has received from their employees.
Amanda should also make sure she distributes a detailed guide that can be used in addition to the training. This guide will help further outline all new procedures and policies.
Short Term (4-12 Months)
Amanda should perform a SWOT analysis to address her objectives and the abilities of her employees. This analysis will allow her to analyze which of her employees need to improve and who among the staff is thriving. After doing this she will be able to better divide the workload so that everyone gets the tasks they are best at. Then the employees can undergo training or workshops to improve in the areas they were weakest.
To address the productivity of the employees, she will have to measure the performance effectiveness and efficiency of her team. This will be done using the dimensions of organizational performance (Schermerhorn and Wright, 2013). During this term it is when the second function of management is clearly used. Amanda would be organizing which is the process of assigning tasks, allocating resources, and coordinating work activities (Schermerhorn and Wright, 2013).
Long Term (12+ Months)
In the longterm Amanda should be demonstrating the last two functions of management. She should be leading (which is arousing enthusiasm and inspiring efforts to achieve goals) and controlling (which is measuring performance and taking action to ensure desired results) [Schermerhorn and Wright, 2013]. Amanda should follow up with her employees and ask for feedback on her management skills and on accomplishing team objectives. Additionally, if staff need improvements, Amanda will offer suggestions. She should evaluate if her change in leadership style has been successful. Amanda will continue to properly communicate with her employees and use a democratic style of leadership.
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