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Introduction

The first work experience is undoubtedly one of the best experiences you can have,
you put into practice what you learned at university, you get to know new points of view from
different people, you learn new skills and you improve your weak points. It is at this stage
where we get to know each other from work, and where we can criticize what we need to
improve within our field of study. This is why it seems essential to me to recount my path
through my first job where foreign languages were an important part, and where I developed
as a professional. I will talk about my beginnings, my development, my abilities, skills,
shortcomings, learning, mistakes, and much more, in such a way that my experience can
serve as an object of study and add value to those who need it in the future.
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Chapter 1: Context and Expectations

The company where I had my first experience as a worker and where for the first time

I had the opportunity to put into practice the English I already knew is called Ready To

Answer. It is a customer service center that provides different solutions remotely according to

the needs of each company, such as, for example, answering incoming calls, outgoing calls

for sales and marketing, lead generation, technical support, telemarketing.

Ready to answer operates in different cities in America, where its offices are

located.The first office was opened in the US, in the city of Miami, where most of the

company's clients have its headquarters. In addition, the company has 2 offices in the city of

Cartagena de Indias in Colombia, and 1 office in Madrid, Spain. Previously, there used to be

offices in Caracas, Venezuela, but they were closed due to difficulties with electrical service.

The office located in the United States is the cooperative headquarter, which does not

directly serve customers and there are no collaborators performing customer service

activities. The United States headquarter is a two floor office, located in downtown Miami, in

The Bay At Brickell Club condominium, at 1200 Brickell Bay Drive. In these administrative

offices, weekly and monthly planning tasks are carried out for the different existing offshore

offices, marketing strategies are implemented, administration defines how to reach new

clients, and meetings are held with representatives of current clients. On the other hand, as

the main administrative headquarters, crucial tasks are carried out during the week, for the

correct functioning and growth of the company, such as holding virtual meetings with the

different satellite offices to define and develop strategies, give report of any results obtained,

and also work together with those in charge of the company's accounting in order to measure

the company's finances during each quarter and thus apply corrective measures.
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There are 2 locations in Colombia, both in Cartagena de Indias. One of them is

located in Los Alpes neighborhood, in the southeastern side of the city. It is a two floor

building with two floors for offices. On the first floor, there are two administrative offices, 1

conference room for team meetings and 4 operating rooms where different groups operate for

customer service. On the second floor, there are 5 operating rooms where call centers operate

for different clients. Each office is well supplied with implements so that collaborators may

feel comfortable and in a way that service provided is of a high quality. Each office have

workspaces with acoustic insulation to minimize the voice of colleagues on calls, have also

high-performance computers with a good processor so that they are efficient and run

programs quickly, full HD cameras for conferences and video calls, headsets with sound

cancellation, boards and markers for quick notes and discussions, air conditioning for a

pleasant climate, excellent lighting, and a clean and neat environment.

On the other hand, the newest and most recent office was opened in Madrid, Spain in

the middle of 2021 post pandemics, in order to broaden its reach and serve companies in

Europe. It is a relatively small office, in the town of Amposta. At the beginning of 2022, it

had 10 collaborators working there, all of them oriented towards the sale of the company's

services to European companies.

Despite the fact Ready To Answer grew at good pace, and is bigger every year, has

decided to keep its offices in the southern part of the city by reason of most of its employees

living in, or near this area, and which facilitates an easy access in terms of transportation, as

opposed to the northern zone, which is normally more popular and more prestigious, but

which makes it difficult to arrive due to the chaos of transportation system in Cartagena.
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Company Mission

Ready to Answer provides high-quality call handling and outsourcing services to

businesses in need. Currently, customer service is transcending and being relegated to

automation through the use of answering machines and robots that serve a physical and

emotional customer. Ready to Answer offers to companies a high quality service, friendly,

timely, with excellence and in a warm manner. The warm voice of an agent, of a person on

the other end of the line from any part of the continent, gives companies the opportunity not

only to have real-time attention to their customers, but also to make sales in a faster and more

effective way, to treat each of its customers professionally when they call with disagreements

in search of listening and solvency, and thus ensure customer loyalty. Ready to Answer´s

essential mission is to treat the clients of its clients, as if they were its own.

Objectives

Ready To Answer seeks to be a leader in customer service outsourcing in Latin

America. Its leaders believe that growth is based on solid foundations, and not through

immediate exponential growth, that could cause negative and unstable results over time. With

a firm step, Ready To Answer seeks to be able to continue growing throughout Latin America

and offer service to more than 1,000 companies, and in turn, be able to train and provide

employment to thousands of families throughout the continent. The company does not want

to be just another company, it wants to be differentiated from the others by offering a

portfolio of services oriented towards customer loyalty, constant progressive sales growth and

a variable portfolio according to the needs of each client.
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Values

The company's main value and fundamental pillar is harmony in the work

environment. This refers to the fact that one of the main priorities is the collaborator. The

collaborator is the first image of the company before its clients and therefore, they must be

the ones who receive the best treatment. This translates into adequate remuneration for their

functions, respectful treatment between collaborators and superiors, a comfortable

environment for work. The customer service agent needs joy and motivation to convey joy

and motivation on calls, in addition to providing added value and a sense of belonging to the

company (although I will explain in further chapters that it was not always implemented).

Ready to Answer highly values   respect, between collaborators, between superiors,

towards its clients and their clients, a respectful treatment guarantees a good understanding

and agreements much faster, in addition, it contributes to the creation of bonds of trust and

friendship, which guarantees efficient service provision.

Origins

Ready to Answer arose from the idea of   the executive director Marlon Tavera

(Colombia citizen, born in Cartagena) to have a company that could offer effective and

personalized customer service by phone. The company was conceived in 2006, but due to

economic insolvencies, its creation had to be postponed until 2008.

One of the reasons that prompted the idea of   creating this company was the increase

of remote contact centers, due to the emergence of new technologies and trade agreements

between countries that facilitated access to technological items (such as computers with better

performance, loudspeakers, headsets, headsets, VOIP phones). Although contact centers

existed for decades throughout the world, it was not common to see call centers that operated
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remotely, perhaps because they did not have the necessary tools or programs to establish

efficient remote communication, or due to the fact that currency exchange was not considered

as a factor of economic growth.

By 2006, the executive director and owner of the company had been living in the

United States for about 8 years, having emigrated from Colombia. He stated once that

differences in customer service between Colombia and the United States seemed abysmal

since day one. One day he called Verizon customer service in the United States and found the

service overwhelming, he said it took him several minutes to realize he was talking to an

actual real person and not a robot, plus the way of speaking, the attention was very cold and

little focused on solving the problem.

Not only the treatment received at Verizon but also the treatment received at other

companies  (although it was correct, courteous and calm) was not, in his opinion, quality

care. Coming from a country like Colombia, where people tend to be much more open, more

cordial, sociable, friendly, talkative, he was attached to the warm way of communication and

service offered in Colombia. For this reason, and although there were at that time already

other companies that had implemented the same model of business, it seemed like a good

idea to open a customer service company in Colombia, with American clients, that would

have personalized, unique, professional attention, and that would always ensure the consumer

satisfaction.

In addition to this, it was a good deal for him because his clients would pay him in

dollars and the salaries in Colombia would be paid in Colombian pesos, which is very

different and more profitable than paying a real salary in the United States.

In mid-2008, the company Ready To Answer began operations in Bocagrande,

Cartagena without being registered in the country, because the owner of the company did not

want to enter into legal matters until it was a company with a solid base and had the enough
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resources to operate over time. The company initially had two clients and had three operating

agents in the city of Cartagena.

Ready To Answer's first two clients were restaurants in the Brickell area of   Miami,

which is the home area of   the company's owner. Those were restaurants that he frequently

attended and which he already had a previous relationship with . He used to go there with his

family, he knew all the collaborators and he also knew the owners of the companies. This

made it easier for him to get to know the labor situation in these places and in turn he could

arrange a presentation explaining that opportunity.

One of the restaurants is called Confucio Express Brickell, and I say “it's called”

because it is still in operation nowadays. It is a restaurant that offers oriental food, such as

fried rice, egg rolls, Chop Suey, Chow Mein, Curry, Dumplings, among other dishes. The

business idea proposed by the owner of the company was to hire remote personnel to provide

customer service to Confucio´s' clients, under the premise that we would treat their clients as

if they were ours directly.

Confucio, at that time, since it was not a very large company, did not have enough

resources to have many workers, so the limited number of workers it had to serve the

increasingly large number of customers that the restaurant was having was not enough. This

fact made the increasing workload difficult to provide fast and timely service, there were

many clients waiting lots of time for a meal, and the company was losing a lot of sales and

hence money. For this reason, the director of Ready To Answer suggested that he may

redirect Confucio´s phone line, and that his company could only have takeout or delivery

orders, and not to eat on site. The orders for pick up and delivery were taken by phone in

Colombia, were placed through a web platform,  sent along with the calculation of the total

price to Confucio in Miami, and they were in charge of processing the payments and
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preparing the order in the kitchen. This made the preparation of food much faster, opening the

possibility for more customers.

Organizational scheme

Currently, the organizational scheme of Ready To Answer is as follows:

Ready to Answer´s organizational scheme
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Expectations and Personal Goals

Having already mentioned a little bit about the beginnings and origins of the

company, I would like to recount my process and personal experience when I joined, and also

about the context in which I found myself when I started. The truth is that I did not join this

company for my internship as a foreign language student, but rather in mid-2015, as a

fourth-semester Chemistry student at the University of Cartagena. I heard about this job

position, since a friend of mine shared the offer, because his sister, who worked there, was

sharing it on her social media. At that time, I was looking for a job, since my mother, who

was the main financial supporter at home, lost her job, and the economy at home was not

good.

It is worth saying that I had never worked anywhere before, not even in familiar

business, not in stores, not as a packer, even less selling anything. I did the interview with a

bundle of nerves, especially because I had always been shy, but necessity was an important

factor for my determination. When I was notified that I had been hired, before joining, the

internal pressure was high because it was my first job. In addition, although the level of

English required was not advanced, my English level was close to intermediate and I did not

feel very confident. What I knew, I had learned it in secondary school, by using the internet

and reading books, and I was afraid that I would not be enough.

Although the knowledge and usage of the English language (and even of French,

although until now I have not used it in my work) that I currently have, would have given me

greater security, autonomy and resources for a better work performance when carrying out the

practices, my expectations would not have changed at all, I think they would be the same as

when I joined Ready to Answer in 2015.
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At that time I was a bit scared, but I still had high expectations about the job. They

had already told me that I would have a few weeks of training, so I was very excited about

the idea of   learning about customer service, since it would help me in many areas of my life. I

have always been a lover of learning new skills, so learning about customer service was very

exciting for me. In addition, I would have the opportunity to put into practice what I had

learned about English, to improve my listening, speaking skills and get out of my comfort

zone and try to acquire higher social skills. Going to work in a call center would be a very big

challenge because I was never a very social person, but I really wanted to learn, and to be

able to contribute financially at home.

One of my biggest goals when I started working, apart from having an income, was to

have a mentor, who I could rely on, to learn everything there was to know about my new job.

In addition to this, being in a work environment in which other collaborators had a better

level of English than mine, would push me to improve myself to be at the required level, or

one where I felt comfortable. Also, I wanted to learn about business models, interpersonal

skills, teamwork, and everything I could learn that would be useful to me in my life. Since I

was a kid I always listened to my grandparents, so I have liked learning from those who know

more about life than me. Some things on this job did not turn out as expected, but the truth is

that it was a very enriching experience.
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Chapter 2: Clientele & Coworkers

The clientele is one of the most vital parts of a company, since it is through them that

the company receives its sources of income, it is through them that the company strengthens

its reputation and can improve, or go bankrupt. That is why you cannot talk about a company

without talking about its clientele.

The clientele of a call center is possibly divided into two main customers, direct

customers, and customers of the company's customers (indirect). Firstly, direct customers,

those companies  the call center has a contract with, and who benefit directly from the

company's performance. The second ones, indirect customers, are the customers of direct

customers, whether they are buyers of products and/or services, and who can use the

telephone to request advice, ask about products or services, make purchases, place requests,

make a claim about products or services, give suggestions, among others.

Ready To Answer offers and has a solution for almost all types of companies that

require personalized attention. The direct client gives R2A the trust to attend its clients, with

the risk that this could be counterproductive for them, or they may not like the new attention.

The Call Center had the responsibility to assert that trust that was given, and to perhaps

transform those initial fears that the client might have, into true achievements and great

satisfaction.

The audience that Ready To Answer focuses on, delivering its services and solutions

is mainly from the United States, although it is currently targeting growth into the European

market. This measure of targeting non-national markets may be a strategy to reduce costs and

justify greater profitability, that is, customers pay for Ready To Answer services, in US

dollars, and all investment in infrastructure, collaborators, taxes , and others, is done in

Colombian pesos. Normally, if the company were in the United States, the amount of money

that would have to be paid to its employees would be much higher, on the other hand, having
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its employees in Colombia, the company ensures more profits, and has more capital for

investment for the call center or another company that you own.

During my time working at Ready To Answer I was able to distinguish that the vast

majority of companies either needed a call center, or had added value from hiring a call

center. This usually happened with start-ups, small companies and even some medium-sized

ones. Large companies usually had their own customer service department, due to their

financial solvency, so they ended up rejecting offers. Therefore, the clients who contracted

the service were growing clients, and who needed a greater support force, without paying

large sums.

Based on my experience, I will mention some of the types of businesses that I saw

that Ready To Answer served at some point in the 5 and a half years that I was part of that

company:

-Restaurants.

-Travel agencies.

-Theaters.

-Rooms for events.

-Hotels.

-Lawyers firms.

-Companies that sell technological equipment.

-Companies dedicated to the sale of new products on the market (telemarketing).

-Insurance sales companies.

-Yacht booking company.

-Sale of own products.

-Advertising companies.



14

Most of the companies have been reached through a strong network of business

contacts that the owner of R2A has. They are companies whose owners you already know

and to whom you offer the idea in a very professional way. Another means through which

new customers have been reached is through recommendations from other customers: a

company hired Ready To Answer services, its customers have been satisfied with the service,

and therefore the owner seeing excellent results, the company has shared the information with

another business owner, which directs advertising to the company and allows it to contract

the services of the call center.

Other methods used to reach potential customers is through advertising through

billboards, radio, advertising benches, flyers, newspapers, Facebook ads, Instagram ads,

sending advertising through emails.

Challenges in the Workplace

Day by day, the company has a great work scheme and a work team prepared for each

situation. Once the company has a new client, a new process begins, new planning, new ideas

and, above all, new challenges. The challenges are the most important point, because

challenges, once beaten, give experience to the teams and grant new abilities. In addition, the

planning that is done for a new client is not done on a daily basis, the opening, connection

and initiation processes end, the agents establish themselves and learn from the new clients

processes and clientele, but challenges never end. The challenges are present daily,

constantly, they can be repetitive, and new ones will always arise and more complicated to

handle.

In mid-2018, I had my first experience as a Call Center coordinator. I had already had

two enriching experiences in two different sections of the company, both focused on

customer service. One of the accounts, where we were a team of 8 people doing customer
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service for 2 restaurants and 1 theater, and another account that was not primarily customer

service and support, but sales. I actually thought that the day-to-day life of a coordinator

would be easier and less complicated than that of a customer service or sales representative,

but the reality was quite different. I realized that all kinds of challenges were occurring daily,

of coexistence, infrastructure, performance, with clients, and in all of them, I was part of the

solution. Along with my first team as coordinator, I had several challenges in terms of

teamwork, I had two new people in the team who had already gone through training, but they

were still rookies, they did not have those skills to work as a team, and on many occasions at

the beginning they wanted to work their way, they didn't listen to their teammates and they

had a lot of things to improve. This first challenge improved after several sessions and several

months of work, but at the time, it was quite difficult to deal with, especially since I was also

inexperienced in what I did.

Another challenge that I faced that was quite demanding was when it came to

organizing the schedules in my account, Ready To Answer, especially hired young people,

without much experience, and some of them were still students, it was complicated to

organize everyone's schedules, since they were rotating every week, and that sufficient

number of agents per day were present, and that the work tasks were balanced.

On the other hand, the clients of the companies we provided services to often also

proposed challenges. Going out of context a bit and going back to the time when I was a

customer service agent, I encountered many language barriers, immigrants such as Indians,

Asians, African-Americans, British did not speak english correctly, and thus accent was

difficult for me to understand, and where many times I was ask them to speak more slowly

and repeat in order to learn a little.

Additionally, there were also important cultural gaps, not only with the clients we

served on a daily basis, but also with co-workers. We had people from 3 different regions of
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Colombia working together, with different customs, with different attitudes, different ways of

approaching people, and so understanding each other required a lot of patience, listening and

understanding. On the other hand, with the clients of our accounts, was a little less

complicated since, perhaps our way of speaking, tended to be somewhat neutral and always

referring to people in a cordial way, but we also served Spanish-speaking people who lived in

Miami, they could be Dominicans, Puerto Ricans, Cubans, who tended to speak loudly and

quickly and sometimes it was very difficult to understand them.

Finally, something that they do not teach us during training and that we discover as

time goes by in a call center are the skills required to perform correctly. In tough times,

especially during calls with complaints or upset customers, many agents ended up hanging

up, putting people on hold until they hung up, or some even said rude things. In the end, this

can lead to further customer dissatisfaction, a complaint directly with the company for poor

service, and a cancellation of service, and a drop in the company's reputation. For this reason,

the company began to be more emphatic in quality control, in strengthening soft skills such as

patience, listening, empathy, stress management, emotional intelligence, which turned out to

be key, beyond customer service itself. client and perfect command of the language, in order

to have satisfied clients and happy days.

The main way to work on all these skills was through free online courses proposed by

the leader of the Colombian branch, and which were implemented in the work environment.

Until then, the work environment, although not tense, used to be very dispersed, that is, the

agents talked to each other, but they were not friends. As the implementation of these courses

and quality control progressed, a significant improvement was seen in coexistence, and

teamwork was also affected. The agents communicated more freely with each other, because

they had learned to listen to each other, to respect different opinions, and to be more

empathetic among themselves. I myself saw improvements in my quality of service, and
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although I have always been somewhat shy, it was no longer so difficult for me to relate to

my colleagues, understand and respect their ideas.

A key point of this learning was the accompaniment of my coordinator throughout the

process. Without him, it might have taken me longer to understand the company, and my

skills would have taken longer to develop. My first mentor, and with whom I still have a

friendship, is called Wilson Uribe Meléndez.
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Chapter 3: Immediate Supervisor/Mentor

Wilson was the first coordinator I had when I started in the company, and who would

accompany me for about 2 years. His role in the company was very important since he was

the person in charge, in general, of ensuring that we met the goals set during the month. That

meant a lot of work since it integrated several activities to be carried out, he had to meet with

the general coordinator to report results and set goals, it was also his job to plan every 2

weeks the routes to be followed by the team to reach the goals, he coordinated the schedules

so that they were rotated and all the collaborators were satisfied, followed up on the activities

to ensure that they were being carried out correctly, made the results reports and held

meetings with the collaborators to clarify negative points.

I always considered his role quite overloaded, and with too many obligations, but he

always did an excellent job. I never liked it, nor did I aspire to his position, since I only saw

myself working in the company while I finished my studies and could get something better.

However, his personality inspired me a lot to change several of my ideas, to mature a lot in

my way of thinking, and that is why I feel the most admiration for him. His way of working,

although there were several responsibilities, he always fulfilled them to the letter, although

sometimes we could not reach goals set, but it was in those moments that I saw him stronger,

he was a motivator, instead of giving up or feeling sad about that, he would go directly to

motivate us and urged us to be better every day. This in itself was complicated in a company

where the salaries did not seem sufficient compared to workload, but he always managed it.

He had an adequate work philosophy, he taught us no matter the circumstances, at the

moment of doing any job or activity, we have to be the best at it, because if we always aimed

for the least possible effort, we would get used to being mediocre people and we would never

be good at nothing. When workers get used to giving all of themselves, that becomes a habit.
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At the beginning the mind puts up resistance, but then it gets used to it, and we are excellent

by inertia, and by nature. In addition, Wilson used to tell us that doing an excellent job could

open doors for us in the future, even if we did not see it, he affirmed that there was always

someone watching us, and just as they observed the negative points of each one, also

highlighted positive ones. Following that philosophy, he was made a coordinator with 5

months in the company.

On the other hand, Wilson had some shortcomings, mainly because, in my opinion,

he used to be quite permissive with some collaborators. Because some people had a trusting

attitude towards him, they relaxed a bit and didn't do the job as they should. Wilson´s work

style was never to oppress and scold the worker, but rather to motivate them to be better, and

that may work with people willing to listen, but it doesn't work for everyone. However, I do

not agree with the oppressive work models either, but it is possible to be a little stronger

when it comes to making the functions of the workers clear, and highlighting that if the

functions are not fulfilled adequately, dismissal was an option.

I suggest that as managers or coordinators we have the obligation and full capacity to

help the company perform better and grow bigger, so it will always be important to suggest

new things to senior managers and collaborators depending on our general vision of things. A

reform that could be introduced in this company and in which coordinators could help is

sending a proposal to the branch manager to hold training more regularly. Ready to Answer

only trains new collaborators by training department members. Additionally, the same

colleagues, with more experience, are in charge of complementing the learning and training

the new collaborator in its entirety. However, I feel that this is a measure that can be used to

maintain the results, but not to improve them.

The coordinator, in his role of helping the company to improve, can raise this idea and

thus help establish a training or skills strengthening system. In my experience, the longer you
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have been working in a company doing the same activities day by day, the more likely

employees are to automate, while gaining excessive confidence in the tasks they perform, and

believing that they cannot make mistakes. Contradictorily, this can lead to mistakes being

made frequently, because less frequent situations can be overlooked, automating tasks can

cause attention to detail to be lost.

On the other hand, not all people are the same and therefore, each collaborator brings

something different to the team. If a collaborator, for example, has stood out because he

solves problems that others do not, or does in less time, the coordinator could talk to that

collaborator and suggest that he advises other co-workers. Another example, if a collaborator

is more patient than another, more empathic, or charismatic, he could encourage his

colleagues to listen to him, and learn from him, in such a way that, in the future, he can have

a more even and competitive team in which everyone can perform the tasks others perform.

It is very important that the coordinator is at the forefront, stays in constant

communication with all the collaborators, listens to them, knows how to make them grow as

workers, and always implements new strategies that work to make the team more efficient. If

there is any new software that can be implemented, that suggests it or teaches it to use, if the

work is from home, that helps the communication to be stronger, and that there is a system

that allows everyone to find out what happened when they weren't. In this sense, what I am

trying to say is that the coordinator is someone with the ability to transform their

environment, make the workers grow, and make their way easier, so that the work is done

correctly and the goals are met correctly. correct and in due time.
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Chapter 4: My Role In the Company

To contextualize you a bit, I had several roles within the company, because, according

to my superiors, my performance was more than good. Initially, I was part of a section within

the company that was only in charge of answering customer service calls for 3 different

clients or accounts, which I was part of for a year and a half. Later, I was promoted to a

section within the sales division where we only served clients from a single company, and

finally I was the coordinator of this same account in the sales section until my last day in the

company.

In this chapter I am going to focus on my experience as a sales representative, since

according to my personal opinion it was the stage in the company in which I learned the most

and which had much more meaning than the others. This does not mean that the other stages

have been unimportant, because each one had its challenges and lessons learned, but when it

came to significant learning, it was one of the most enriching stages.

In the first half of 2017, I started with a new client in sales, (for reasons of

confidentiality, I will not say its name), it is worth clarifying that it was not an existing client

in the company, but I started working with them from scratch. However, the client company

had been founded 3 years ago, and therefore, its processes, modality, identity, and clientele

were already defined. It is a company based in Miami that is dedicated to bareboat charter.

Bareboat charter is a type of boat and yacht rental, in which the bareboat charter

contract gives the charterer (who rents the boat) ownership of the boat for a certain period of

time (stipulated in the contract). During that period of time, the charterer was legally

responsible for the boat, was responsible for fuel costs, hiring a captain who had a driving

license, being responsible for damages, and covering dock costs.
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The company was relatively small, but with great promise of growth, created by two

partners, a Colombian guy, who was mainly in charge of marketing strategies and everything

related to marketing, and a Venezuelan guy, who is a lover of fishing and the presenter of the

idea, due to his love of the sea, he is also the person in charge of commercial relations and

treaties with boat owners. The other 4 collaborators who started this client with me had some

experience in sales, while I had none, however, my performance and my desire to always

learn new things had served as a reference for me to be offered this position. Of course, it was

quite challenging, because I had zero knowledge in sales and because the company's

management is very careful when it comes to new clients, since it is not easy to find them.

Coordinators always want  clients to feel a high level of satisfaction at the beginning, and

then to maintain it over time, since in this way there are many more chances that they will

maintain the contract with the company. It is very easy that during the first few months,

customers see shortcomings with more caution and do not let them pass, they and their

customers may feel uncomfortable with the change, and it is easier for them to cancel the

service.

My performance and that of my colleagues was crucial in the permanence of the

account. My duties were not very numerous, but they required certain skills to meet the goals.

Among my duties were:

● Sell   the product to customers through incoming or outgoing calls. Clients called us

interested in renting due to advertisements seen about the company yachts, also

because they had seen our IG profile, because someone told them, and therefore, they

called looking for a boat or yacht, and asking for a quote.

● Since most of the boats and yachts (fleet of about 60 boats) were not owned by the

company, but were leased to business partners, we had to call those boat owners to

check availability for certain dates.
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● It was necessary to send advance payments of 50% to boat owners, send receipts, send

contracts, remember contract signatures, remember the days before sailing about the

departure, suggest captains, ask for reviews on the Google page.

● Remember to pay the remaining 50% before leaving the boat, once the charter is over,

call to see if everything went well, update databases of rented boats with customer

information, and update the sales table.

There were certain weeks that had many more yacht or boat departures than others,

but generally the departures were made on the weekends, up to 10 or 12 yachts per day,

which required that everything be prepared and planned for those dates. Since Saturdays and

Sundays were the busiest days, it was normal for us to try to reach 14 sales per week for each

collaborator.

However, it was not always easy to reach the goals, although most of the time it was

achieved, this is due to the fact that boat rentals were stronger in certain seasons, such as

during the June summer vacations, Spring Break in March, or during weekends with bank

holidays or some important holiday (July 4, New Year, Labor Day, Memorial Day), since

during these dates, especially in Miami, people wanted to have fun, and parties in boats or

yachts. However, in contrast to this, there were seasons that were less crowded and where it

was less easy to sale the product, for example, during the winter (between November and

February) because it is a cold season, during the hurricane season when the weather is not

great, and US coast guard prohibits navigation, also for weeks before the start of classes and

if some extraordinary event occurred. It was quite a challenge to achieve sales during those

periods of time.

Although sales were the main objective of the week, they had to be complemented by

other aspects, which if not taken into account could cause monetary losses for the company.

For example, to carry out all the tasks mentioned above it was necessary to have:
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● Organization

● Teamwork

● Attention to detail

● Good attitude

● Empathy

● Leadership

● Patience

● Multitask

● Listening skills

● Communication and interpersonal skills

Before my experience in customer service, if I would have been asked which of these

skills I had, I would have said "All", but the truth is that until that moment the vast majority

were not present in me, or at least not highly developed. Therefore, the development of these

skills was very important to achieve goals successfully. Each of these skills learned and

worked on over the years arose from a problem or series of problems that needed a solution.

An anecdote that I can share about this and that allows me to illustrate my idea, was

about an occasion in which a malicious client got off the ship without having paid the second

half of the service. Normally this is something that should not happen, since the final

payment always had to be confirmed no later than 20 minutes before the boat left the dock.

My colleague Stephanie had asked the client if he had already sent the last deposit, to which

the client confirmed, however when she asked my other colleague in charge of reviewing the

payments for that day, he thought that she had asked him “if the client he had sent 1 deposit

(understanding the first deposit with which the reservation is made), which he confirmed, and

gave the authorization to leave.
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The reality of the situation is that, on that day there were many boat departures and

that there were too many tasks at the same time, however, in the future, when changing the

perspective, it was possible to solve that inconvenience and to prevent repeating it. That

problem cost the company, in a single boat departure, a thousand dollars, which was later

recovered with sales. However, after a meeting with the company to review the case, we were

left with no choice but to perfect our attention to detail and organization. Until that moment,

all tasks were carried out automatically and in the mind of each collaborator, there were no

double checks either. From that moment on, the tasks began to be done some time in advance,

such as verifying payments, sending contracts, among others, because if problems arose, or

last-minute sales, other aspects to consider would not be neglected. The disorganization was

compensated by creating a weekly task list, which was marked as done once it was

completed, allowing other colleagues to see what had been done and what was missing. In

addition, after performing a task that, if omitted, could cause a legal problem, or that could

involve loss of money, a double check was made to verify that everything was correct, in this

way the margin of error was reduced and, therefore, of customer dissatisfaction.

In other scenarios, empathy was truly needed, putting oneself in that customer's shoes,

and not judging the customer's attitude, but rather trying to understand their discontent, this

could have helped us to better manage the situation, solve the problem and get the customer a

satisfaction, instead of receiving several negative comments and bad ratings on Google that

were later difficult to remove.

During my time as a sales agent, I had many experiences of this type that helped me

grow and improve my skills. Each day and each experience that happened to me, helped me

to become a new person, not only in the workplace, but also helped me understand better

situations outside of work, and to solve them in a better way.
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If I had to highlight something during this time, losing my fear of facing different and

complicated situations is definitely what I would like to mention. I had to deal with people

threatening me by phone, wrongly assigned boats, scams, malicious clients, last minute

mechanical damages, among other situations. Every time a situation arose that my colleagues

were afraid to take on, I went to the front to show my face, assume responsibilities and do the

best I could with what I had. Every time a conflict was resolved, I felt better and more

capable, with more dexterity, better communication skills, and even better working

relationships with US clients.

However, sales and customer service is a job where you never stop learning; and it is

always in constant evolution. One of the points that I felt I had to improve, and that always

cost me a bit to do it, was to keep the results consistent. There were periods of time when I

felt very motivated to sell, to see how the company emerged with the help of our efforts, but

during other periods my productivity declined. Working in customer service and sales tends

to be monotonous after doing it for a long time, especially if your salary remains the same,

you sell more or you sell less, with which many tend to lose motivation after a long positive

streak. This is a factor that I feel I should have worked on more, because that way I could

have surpassed my performance and sold much more than was required.
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Chapter 5: Identify a Problem

Companies or organizations always aim for growth and positioning in the market, in

such a competitive world it is essential to have a solid system and a group of committed and

motivated workers. A group of job-satisfied workers results in a more productive company

than another with dissatisfied workers.

During the time that I was working at Ready to Answer I was able to identify that

most of the workers were not satisfied, I also observed that the company was having a linear

performance and not growth. For this reason, the problem to be addressed was "low labor

productivity as a consequence of the lack of job satisfaction"

As I mentioned before, a notorious factor that I had been observing was that the

company's production remained constant, it did not decrease but it did not increase either.

This situation was quite worrying because the world market was growing and the companies

could not be left behind. Therefore, since there are so many companies in the same sector, the

success of each one will depend both on the quality of the service they provide, as well as on

the management given to their workers, who are the face of the company and will be

responsible for providing the service. It is worth mentioning that the staff turnover rate was

high, that is, staff constantly resigned and new ones were hired.

In order to understand the problem in detail and find a suitable solution, I proposed to

the managers of each account to carry out a survey in order to find out how the workers felt

and what factors were influencing the organization's productivity.

It is important to create an organizational culture to increase motivation and

consequently the productivity of employees. “Productivity refers to a ratio of output to input

or the relationship between the output generated by a production or service system and the

input provided to create this output. For organizations to achieve optimal performance, many
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firms believe that productivity is affected by employee's motivation, attitude and behavior”

(Kawara, P. 2014)

It is important to mention that there are different types of work rewards that are

decisive for having a good work production and keeping a motivated and satisfied staff.

In the same sense, Galanou, E. Georgakopoulos, G. Sotiropoulos, I. Dimitris, V.

(2010), emphasize the importance of proper management of rewards and declare that good

organizational development depends on this.

Mondy and Noe, 2002, cited by Galanou, E. Georgakopoulos, G. Sotiropoulos, I.

Dimitris, V. (2010), define direct financial rewards as those that are reflected in payments

such as salaries, wages, bonuses and commissions; indirect financial rewards such as benefits

such as health insurance, retirement, licenses, among others. Finally, non-financial rewards

refer to all those non-tangible rewards such as the satisfaction that a worker receives in their

work, psychological and physical environment.

Nickerson, C. (2021), states that Herzberg's theory proposes two fundamental factors

in job satisfaction, satisfiers (motivators factors) and dissatisfiers (hygiene factors): hygiene

factors refer to all those working conditions outside work, such as: interpersonal

relationships, salary, business policies and company administration, the relationship with

supervisors and working conditions, these factors are based on the need to avoid discomfort

within a work environment; On the other hand, motivational factors are factors intrinsic to

work and that generate job satisfaction because they meet the needs of growth and

self-realization of workers, such as: performance and achievement, recognition, jobs status

and responsibilities.

“While hygiene factors are related to the need to avoid unpleasantness, motivation

factors more directly lead to job satisfaction because of the need of the individual for

self-growth and self-actualization.” (Nickerson, C. 2021)
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Taking into account the aforementioned, I was able to further identify the situation

presented in Ready to Answer. The most relevant findings that we found in the survey were

the following:

1. The salary

The survey showed that 87% of the 5th level workers in the organization chart

(Agents) of Ready to Answer were not satisfied with the salary, nor with the company's

bonus system. Similarly, Galanou, E. Georgakopoulos, G. Sotiropoulos, I. Dimitris, V.

(2010), in a series of interviews conducted to measure the level of job satisfaction in a

company, found that for most employees of a first level in the company were not satisfied

with their financial rewards, they also emphasized that for them the most important thing was

money before non-financial rewards.

This mentioned above makes sense, it also happens for Ready to Answer workers,

most of them disagree with their salary, for a company having a good salary is one of the

fundamental factors before moving on to the management of non-monetary rewards .

Job dissatisfaction is due to unsatisfactory factors or also called hygiene, this factor

includes the salary that is set by the employer and that can be modified at the convenience of

employer and employee. “This includes all forms of compensation at one’s place of work,

such as wage or salary increases, or unfulfilled expectations of wage or salary increases or

decreases. Hospital policies should be clear regarding salary increases and bonuses in the

workplace” (Alshmemri, M. Shahwan-Akl, L. Maude, P., 2017).

2. Recognition for work

80% percent of Ready to Answer workers expressed that they did not feel that their

work was recognized, they were not praised for their work, and they did not feel important to

the company.
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Armstrong and Murlis, 1998 cited by Galanou, E. Georgakopoulos, G. Sotiropoulos,

I. Dimitris, V. (2010), explain that non-financial rewards have to do with feelings of

recognition, achievement, responsibilities and personal growth.

According to Alshmemri, M. Shahwan-Akl, L. Maude, P. (2017), motivation is a

determining factor in job satisfaction, it has a positive reaction in work environments, as

Herzberg states, this factor strengthens job satisfaction. employee attitude because it covers

self-actualization and growth.

If we talk about recognition in particular, this theory tells us that employee

satisfaction will depend largely on the recognition given to them for their work achievements,

this makes the person feel that they are doing a good job at work and it is important to the

company. “Positive recognition happens when employees receive praise or rewards for

reaching specific goals at their job, or when they produce high quality work. While negative

recognition at work includes criticism and blame for the job done.” (Alshmemri, M.

Shahwan-Akl, L. Maude, P., 2017)

Recognition plays a fundamental factor when it comes to having satisfied workers

“As a result, the impression of the researcher is that one of the most influential motives at this

level is praise for their work; the recognition of their contribution not only from their

manager but also from their peers”( Galanou, E. Georgakopoulos, G. Sotiropoulos, I.

Dimitris, V. 2010)

According to Kawara, P. (2014), the recognition, appreciation and feedback of the

work done towards the workers are motivating factors that they found in their study.

3. opportunities for personal growth

95% of Ready to Answer employees expressed that they do not have opportunities for

growth and learning for their personal and professional lives. We return to what Quiroa
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(2021) affirms, in Herzberg's theory, one of the non-financial influential factors is

achievement and self-realization, people feel satisfied when they consider that they are

performing an important task, the organization must be a vehicle for workers to learn and

have interesting results, this contributes to individual growth as a professional and also to

company growth.

The opportunities for personal and professional growth make the work space a more

comfortable and motivating environment for workers. “18.67% of the

Respondents were motivated to perform well by the opportunities for growth

advancement in their careers” (Kawara, P. 2014)

According to Alshmemri, M. Shahwan-Akl, L. Maude, P. (2017), being promoted and

growth opportunities are determining factors for workers to feel satisfied in an organization,

because these factors allow the employee to grow professionally. , learning new skills,

training in new techniques and acquiring new knowledge.

4. Work environment

65% of those surveyed in Ready to Answer do not feel in a good work environment

and do not have good personal relationships with other workers. According to Galanou, E.

Georgakopoulos, G. Sotiropoulos, I. Dimitris, V. (2010), the study carried out by them

showed that the interviewed workers consider that the work environment and positive labor

relations are vital for their satisfaction and happiness.

Relationships inside and outside the company are a determining factor because these

are linked to the environment that develops within the organization, the interpersonal

relationships of all members are vital for the motivation and satisfaction of workers. “These

relationships are limited to the personal and working relationships between the worker and

her/his superiors, subordinates and peers. This includes job-related interactions and social
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discussions in the work environment and during break times.”(Alshmemri, M. Shahwan-Akl,

L. Maude, P., 2017)
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Chapter 6: Proposal for Solutions

According to the above, in organizations there are different factors that can influence

the job satisfaction of workers and as a consequence can positively or negatively influence

business productivity. Herzberg's theory states that job satisfaction depends on two factors

"hygiene and motivation" that they can find in their workplace. “The two-factor motivation

theory, otherwise known as Herzberg's motivation-hygiene theory or dual-factor theory,

argues that there are separate sets of mutually exclusive factors in the workplace that either

cause job satisfaction or dissatisfaction” (Herzberg, 1966; 1982; 1991; Herzberg, Mausner, &

Snyderman, 1959 cited by Nickerson, C. 2021)

After analyzing the results of the survey, I decided to make a proposal to my boss

about a plan that combines the two factors of Herzberg's theory, because the employees

presented job dissatisfaction towards both intangible and tangible factors.

Although it is difficult to design a plan that combines the two factors, and a single

solution was not going to eliminate the problem, this was a good start to initiate positive

changes in the organization. It is the task of human resources professionals to monitor

employees and design plans to keep them motivated, being constantly motivated leads to

improving the performance of each worker. There is no single solution to job dissatisfaction,

it is necessary to design a plan that combines each of the influencing factors, "total reward

involves designing a rich mix of complementary initiatives which aim to maximize the

chances that employees will find their work to be" rewarding' in the widest sense of the

word” (Taylor, S. 2011 cited by Murphy, B. 2015)

In accordance with the above, in my solutions I proposed two actions to be carried out

for the hygiene factors and two actions for the motivation factors.

Hygiene factors are those that reduce job dissatisfaction and work under the need to

generate the least possible discomfort in workers, when these factors are well attended in an
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organization, they result in less dissatisfied workers. In this way, hygiene factors are decisive

for having less dissatisfied workers “Hygiene factors, rather than relating to the content of the

job in itself, tend to relate to contextual factors such as interpersonal relations, salary,

company policies and administration, relationship with supervisors and working conditions”

(Nickerson, C. 2021)

For this point, it is important to improve salary conditions, such as including a

commission system, bonuses and incentives. It is also pertinent to review the company's

policies and that these are aimed at offering good working conditions. It does not hurt to

make sure that workers are in a pleasant physical environment and that they have all the

necessary tools to carry out their work, here it is also essential that they have a good

relationship and communication with their supervisors and colleagues.

On the contrary, motivating factors are those that increase job satisfaction, these

factors are intangible and help workers to be motivated and feel that their work is valued, that

they are key people for the company and that they are growing professionally and personally.

According to Herzberg, 1966, cited by Nickerson, C. (2021), he assures that "These

motivators, according to Herzberg, are intrinsic to the job and lead to job satisfaction because

they satisfy needs for growth and self-actualization"

For the second point, an exhaustive plan must be made in which the account managers

make sure to provide both feedback on the work done by the workers (what they have done

well and what things they can do better) and always recognize them when they do well. their

work, congratulate them and motivate them to be better. Here it is necessary for managers or

senior executives to be trained in interesting topics that can add value to employees to teach

them about new techniques or ways of doing work, or if it is possible to hire specialized

people. In this way, the employee is given the opportunity to grow with the company, learn

new things and have opportunities for advancement.
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Finally, a plan that implements these two factors mentioned above can have a positive

impact on any organization and can be the way to improve job satisfaction and lead to

business growth.
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Chapter 7: Implementation of Plans

The proposal mentioned in the previous chapter was well received by the

administration because they considered that it was a plan that could bring benefits and if not,

they considered that it would have a negative impact on the performance of the workers.

Once the proposal was sent, the response was not immediate.

After a month and a half, they made me a call from the administration office, thanking

me for my work in the company, and for worrying about trying to improve it. They informed

me that some of the proposals I made were well received and were in the process of being

implemented, and another was not taken into account, at least not in the short term.

● It was not possible to implement a salary restructuring, neither for nor against existing

salaries. It was explained to me that the company was not in favorable enough

economic conditions to increase salaries for all its workers, and if it reduced them to

establish a commission system, it could have a negative emotional impact on them.

Due to this, the administration agreed to a series of meetings with the clients of the

sales department to agree on a reward system based on goals to be achieved.

● They would announce a series of benefits for the most outstanding employees of the

month. The person with the first position in sales, or evaluated by their peers as the

best performer, would be recognized as worker of the month, they would be awarded

an additional 50,000 to their salary, and they would have 1 day off of their choice

during the following month, not including Friday or Saturday.

● Giving training was not approved, since it would take extra resources from the

company, and they did not want to affect the worker's free time. However, each
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coordinator was assigned the responsibility of giving feedback at the beginning of

each month on the experiences of the previous month.

However, I was instructed not to make any comment with other workers about what

was discussed in the meeting for the time being, since they would take time to meet with the

clients and agree on the commissions.

After 1 month and a half, on April 30, 2021, during the celebration of Labor Day,

these changes were announced in the company in general, with the exception of the accounts

where no sales were carried out, only customer service. customer and support (in these the

worker of the month was implemented and other possible benefits were being evaluated), and

it was announced that the new reward systems would be implemented from the month of

May.

The staff reacted positively to the new announcements exposed by the branch

manager, for example, in the team led by me, comments were made in which they expressed

their excitement and good reception towards the proposal, because the changes were always

positive, the basic salary that they were already earning was not affected, and in addition,

they highlighted the fact that they felt that the company cared, even if it was not a radical

change, for them, also mentioning that they would have the opportunity to improve their

income.

Each coordinator was in charge of socializing with the collaborators of their accounts,

the bonus schemes and the goals that needed to be achieved to obtain them. It was a simple

job to make them understand them, since it was not something complex to understand, but it

did require an extra commitment from everyone, since an administrative effort had been

made, and it needed to give results.
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Chapter 8: outcome and conclusion

As a consequence of the implementation of the bonuses, it is necessary to mention

that labor pressure increased in each work group, although not in a negative way, based on

the fact that the employees felt the need to assert the trust that the client had deposited. in the

company to achieve greater achievements. In this way, I highlight that the group synergy

increased significantly, the workers began to be more motivated, more organized, and the

sales volume gradually increased. Although as I mentioned before, depending on the season

there was a greater or lesser volume of sales.

In general, the group seemed more proactive, that is, they did not wait for the sale to

knock on the door, but now they were going to look for it. They had the calendar on available

boats always updated, they made calls with better proposals to potential clients, they

negotiated new boats that were not within the fleet, they made an effort to negotiate better

with clients in such a way that the profit left by a single sale was greater , sales were no

longer an individual priority but a group priority, therefore the road was left ready when a

worker left shift so that the worker who came in would only worry about getting more sales.

The motivation on the part of the workers remained constant for several months but

little by little the employees began to feel stressed, sales returned to their usual rhythm.

Although everyone worked and did their tasks corresponding to their jobs, we managers

could see that dissatisfaction was still present.

It is pertinent to mention that every company with a considerable number of personnel

requires a human resources department, this department must manage everything related to

the workers. In the case of Ready to Answer, the company did not have a human resources

department, which made the implementation of the different strategies even more difficult. It

was vital for this company that a department be dedicated exclusively to attacking job
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dissatisfaction, that they be implementing strategy after strategy and learn what works and

what doesn't, in this way.

If this organization wants to improve both in production and in other areas, it should

consider creating a department that manages the company's human resources and ensures a

motivated and satisfied staff, as well as ensuring an excellent physical and psychological

work environment. Regarding policies, it is necessary for the company to review these and

try not to try to contact workers during non-working times, this greatly influences having a

healthy environment, since a worker needs to disconnect from their work and have time

leisure, free time from work activities and any communication with the company.

After living this experience, it is very easy for me to identify when a company

manages good levels of job satisfaction, identifying what the work environment is like is

something that I always seek to try to know before working in an organization. It is very

important for me to work in a company where people are satisfied with their work because in

this way I can get that energy and give the best of myself. Despite this, the reality is different

and people are constantly hired in companies that do not properly manage their staff, but are

forced to accept the job due to personal needs.

It is very enriching to have this type of knowledge and to have made this proposal for

a real company because in this way I was able to realize that having a company is not just

hiring personnel and placing them to do specific tasks, an organization needs personalized

management of all its departments. Finally, the most positioned companies in the market are

those that care about their staff, so much so that their workers give their best and enjoy their

work.
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Appendix

Encuesta de satisfacción laboral

Ready to Answer

Nombre: __________________________________________________________

Cargo:    __________________________________________________________

Indicaciones:

1. Este cuestionario ha sido creado para el conocimiento y mejora de la satisfacción laboral
de la empresa.

2. No hay respuestas correctas o incorrectas. Agradecemos responder a conciencia para
hacer un buen uso de los resultados.

3.     Califique del 1 al 5 que tan de acuerdo está con la afirmación, siendo “1” en desacuerdo
y “5” muy de acuerdo.

4. Debe responder todos los interrogantes.

5. Su nombre y datos serán tratados bajo confidencialidad.

1. Tengo claro lo que se espera de mí en el trabajo (   )

2. Cuento con todos los materiales y equipos necesarios para el desarrollo de mis
actividades laborales (   )

3. Puedo hacer lo que mejor se hacer en mi trabajo (   )

4. En los últimos 15 días he recibido felicitaciones y reconocimiento por mi desempeño
laboral (   )

5. Mi opinión es valiosa en el trabajo (   )

6. Mi coordinador se interesa por mi como persona (   )

7. Mi coordinador o jefe aportan a mi desarrollo (   )

8. La misión de la empresa me hace sentir que mi trabajo es importante (   )
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9. Mis compañeros de trabajo y yo estamos comprometidos a hacer un trabajo de calidad (
)

10. Esta empresa me ha dado oportunidades de aprender y crecer (   )

11. Tengo buenas relaciones de amistad en el trabajo (   )

12.  Llego con la mejor energía y con ganas de dar lo mejor de mi en el trabajo (   )

13. Estoy satisfecho con la remuneración de mi trabajo o salario (   )

Propuesta para motivar a los trabajadores

Objetivo: Aumentar la producción laboral

Objetivos específicos:

● Promover la satisfacción laboral

● Eliminar la insatisfacción laboral

● Motivar al personal

Estimado Cleydes Espinoza me dirijo a usted para hacerle saber los resultados de la encuesta

realizada por mi Alfredo Benedetti  en la que obtuve diferentes hallazgos. A partir de estos

resultados, puedo afirmar que los empleados están laboralmente insatisfechos y poco

motivados.

Después de investigar acerca del tema pude llegar a la conclusión que la empresa necesita un

plan de recompensas que promueva la motivación y la satisfacción laboral, de esta manera

podremos tener mejores resultados a nivel productivo.

Antes que nada invito a usted y a todos los colaboradores a leer acerca de la satisfacción

laboral y de la teoría de Herzberg. Aquí dejo un adelanto:
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Nickerson, C. (2021), afirma que la teoría de Herzberg propone dos factores fundamentales

en la satisfacción laboral, satisfiers (motivators factors) and dissatisfiers (hygiene factors): los

factores de higiene se refiere a todas aquellas condiciones laborales ajenas al trabajo, como:

las relaciones interpersonales, el salario, las políticas empresariales y la administración de la

empresa, la relación con los supervisores y las condiciones laborales, estos factores hacen

función a la necesidad de evitar molestias dentro de un ambiente laboral; por otro lado los

factores motivacionales son factores intrínsecos al trabajo y que generan satisfacción laboral

porque cubren las necesidades de crecimiento y autorrealización de los trabajadores, tales

como: retroalimentación desempeño y logros, reconocimiento, estado de los trabajos y

responsabilidades.

De acuerdo a los resultados propongo que el plan se divida en dos partes:

1. Eliminar la insatisfacción laboral:

● Aquí propongo que todos los departamentos se reúnan y revisen las políticas

de la empresa, analicemos qué políticas se pueden mejorar o eliminar. Revisar

minuciosamente si hay algún factor que esté incluido en las políticas de la

empresa que esté afectado a nuestros trabajadores.

● Revisar los salarios: aquí es necesario hacer una reestructuración salarial y

crear un sistema de comisiones y bonificaciones con el fin de cubrir la

insatisfacción salarial. Es necesario que los empleados tengan una meta que

alcanzar y esta los mantenga motivados.

2. Promover la motivación dentro de la empresa para aumentar la satisfacción laboral:

● Reconocimiento de los logros de los empleados: el reconocimiento es

importante en toda organización , pues esto les da seguridad y hace sentir a los

empleados parte de la empresa. Reconocer los logros de los empleados los
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motiva a seguir trabajando y les hace saber que están realizando bien su

trabajo.

● Dictar capacitaciones a los empleados: es importante contribuir al desarrollo

profesional de los trabajadores, hacerle saber que están realizando una labor

importante y dictar capacitaciones en donde aprendan nuevas técnicas que

hagan más interesante y enriquecedor su labor.

Atentamente: Alfredo Benedetti - Coordinator
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