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TROUBLESHOOTING MATRIX

Compiled by Trina Hoefling; Created by Telecommunications F50 Company Employees and Virtual Managers during Virtual Work Implementation Training. Facilitated by Trina Hoefling
	
	
	
	

	
	How I Recognize the Issue
	Strategies
	Tools

	Physical Distance
	VIRTUAL WORKER not easily physically accessible for meetings, face-to-face discussions (may be left out), lack of eye contact, etc.
	Schedule discussions with team members, telecommunication technologies, be prepared in advance, inform VIRTUAL WORKER, keep communication very open
	PC, phone, fax, Voicemail, email, remote access

	
	Not able to see people and expressions, not able to hear who is speaking (on the phone)
	If conference call, summary at closing, person speaking/announce who is speaking.
	Good speaker phone

	
	Inconvenient to contact
	
	Multiple lines

	
	Need to communicate with absent individual, VIRTUAL WORKER may not be included in impromptu meetings
	Conference calls, meetings when necessary

Communicate based on pre-planning
	Face-to-face

	
	Must call on phone, cannot just stop by the office/cube
	
	               

	
	Limited means of communication.
	
	Voicemail, pager

	
	VIRTUAL WORKER not included
	Make sure communication tools are in place
	

	
	No non-verbal communication plus equipment failure problems
	Listen more attentively, minimize use of equipment
	Good modem, good emulator package

	
	Decisions made without VIRTUAL WORKER present which impact VIRTUAL WORKER
	mail info, conference calls
	Mail

	
	Need to communicate written doc's
	Share all information between team members

Provide phone numbers, on-line phone information listing, remote support guide, and pager listing

Share information via available technology
	

	
	Communication--not sure is person received information, busy signal, no answer
	Make sure everyone is aware of the information and use all available communication media
	

	
	Time lapse in communication of information/questions
	
	


	Time Management
	Distractions at home, excess hours


	Self Discipline, weekly/monthly to do  list, pickup messages on Voicemail
	Separate work space at home

	
	Put in more hours--starting and stopping.  Many exceptions to set hours.  Business/personal time not always defined/respected
	Flex-time

Core hours for team
	Second Line, beeper

	
	Hours of work extended beyond 8-hour norm
	Focus on ritual you have at work
	Overall time management, daily planner, either paper or software

	
	
	Frequent Voicemail call-up at set times during the day, core hours we know you will be available
	Voicemail

	
	More work than can normally be handled--more time spent in home office
	Prioritize work
	Pre-planned schedule

	
	
	VIRTUAL WORKER supplies schedule along with team members, board scheduling - input each week
	

	
	
	Setup rules with family, outline daily wishes
	Calendar, to do list

	
	Hard for VIRTUAL WORKER to get group of people together in a hurry
	Group itinerary
	

	
	
	Let manager and team members know you are stepping out, set your schedule, don't always have to answer phone, ample notice of meetings scheduled
	

	
	Deliverables not ready on time, cannot reach VIRTUAL WORKER  when needed
	On-line schedule, Email schedule each Monday and Email changes
	

	
	Difficult to manage time when family members interrupt.
	Convey that I am working
	Separate work area, sign for door

	
	
	Meet with VIRTUAL WORKER before VIRTUAL WORKER leaves the office, assign work to VIRTUAL WORKER, don't leave out of activities
	

	
	Increased conference calls, missed deadlines
	
	Printed itinerary

	
	Each team member has own priorities, no quick access to VIRTUAL WORKER
	
	Fax, Email

	
	
	Pre-meeting agenda that is shared, publish list of VIRTUAL WORKER schedules; need to organize and setup meeting agendas in advance for when VIRTUAL WORKER is in office
	Email, answering machine, beeper, database

	
	
	Scheduled call backs and due dates, follow agenda, return messages promptly
	Schedule

	
	
	Stick to plan, 9-5, no phone calls
	

	
	Schedule too tight
	Prioritize work load

Arrange for child care, VIRTUAL WORKER not a substitute
	Time management training


	Information Flow
	Disjointed, non-timely, slow, lost  information/response.  Difficult receiving last minute information.
	Proper Tools, better/upgrade equipment available to both sides, utilize equipment/technologies available to entire team, notify all channels re: teleworking
	Fax, Voicemail, phone, Voicemail, broadcasting

	
	Information flow is slower than in person
	Minimize paper waste, route information, get copies to all
	Broadcasting

	
	Fax, Email, Voicemail--not a problem
	
	Communication package

	
	Missed messages from manager
	Do a double check of information receipt.  Make sure everyone sends to ALL, use group lists
	LAN support

	
	How do I get information not clear
	Medium for information flow pre-determined.  Have documentation distributed to person while in office for future meetings.  Use status reports
	Email

	
	
	
	Second line, software, fax modem

	
	Setting up meetings cannot be communicated and it might be hard to find someone if you are not there physically
	Use Voicemail to communicate all meeting times.  Be patient if you cannot find someone.
	Teleconferencing ability from home

	
	
	Voicemail 3x/day, Email 2x/day, pager--immediate response
	Pager

	
	
	Weekly meetings
	

	
	
	Leave effective messages including when to call again and availability times
	

	
	VIRTUAL WORKER possibly left out of impromptu meetings.
	Call or mail meeting schedules

Manager needs to include ALL team members, aware of discussions, status meetings
	

	
	No access to  binders, numbers, memos, etc.
	Plan ahead and include backup copies, send info prior to meetings
	

	
	Miscommunications, awareness
	Ask questions, complete communication
	Phone calls, daily conference calls


	Paper Flow
	Unable to get last minute paper doc's to VIRTUAL WORKER
	Plan ahead, electronic transfer, buy tools necessary
	Fax, Email, laptop

	
	Decreased paper flow, need to plan ahead for meeting handouts
	Use electronic medium, need more reliability of Email, use less paper
	Modem, PC

	
	No printing capabilities
	Capability to print from office and have faxed 
	Printer

	
	Delay in receiving, slow turnaround
	Use Email as often as possible
	Software

	
	Increased paper flow, duplication
	Setup itinerary system

Handle paper once
	

	
	Printer/LAN down--receiving documents in a timely manner
	
	

	
	Out-of-office employee had information collecting in office "in" box
	Fax to VIRTUAL WORKER when distribution started, Email
	

	
	Email gets lost, is incomplete, fax problems
	Select non-VIRTUAL WORKER or manager to provide information.  Shared VIRTUAL WORKER "in" box at office
	

	
	Need to get data back and forth, may not have necessary documents on hand
	
	

	
	
	Call-up, follow-up fax
	

	
	Extensive use of phone and Email
	Upgrade technology
	

	
	Always have to carry office w/you
	Use technology when possible
	

	
	
	Check Email at set times during the day
	Separate fax line

	
	
	Have agenda, be prepared, be considerate

Need hard copy of documents readily available
	LAN


	Self Management
	Not meeting deliverables, not current on job responsibilities, work not getting done
	Set goals, measurements, prioritize, feedback from team, enforce deadlines, objectives, set schedule

Family discussion: Establish guidelines for work time (no interruptions, no expectations during work time--chores, etc.); establish office space/resources are company proprietary--should not be touched; explain company security guidelines; household phone is used only for business during work hours; do not schedule home deliveries, etc. that will take away from schedule work time unless arranged during lunch
	Email, phone calls, written and verbal feedback, agendas, goals, objectives, calendar, daily minder

	
	Disadvantage--overeating, weight gain
	Lock the refrigerator!
	

	
	Work out other things you can do at home
	Set your schedule ahead of time, self-discipline, be flexible with days you commute.  Plan manageable chunk of work time
	Communicate with manager

	
	Lack of self-discipline or good organizational skills
	Treat VIRTUAL WORKER like normal work day

Clearly define objectives and expected results by manager.  Able to accomplish goals on time
	To do list

	
	
	Outline tasks, ongoing time line, schedule things to do and how, when to complete
	

	
	Not sure when the other person is available
	Maintain routine

Talk about issues with peers and plan strategy together

Maintain separate work environment
	

	
	
	Changing priorities need to be communicated to VIRTUAL WORKER
	Email

	
	
	Set up own environment

Know most productive times
	

	
	Distractions, watching TV, children, door, dogs
	Separate office, phone in office, plan hours, communication up front documented with family, alarm clock
	

	
	
	Although physically at home, don't expect that I can attend to family as if I am not working that day

Create a sacred work space

Setup separate phone line
	

	
	
	Training in time management

Separation of work/home responsibilities

Recognize issues, control distraction, plan, organize, prioritize, set time limits
	

	
	
	Communicate to manager/team

Be open to shifting priorities
	Mail, phone


	Communication With Team
	Physical distance prevents team communication, need to have conference calls, meetings
	Frequent checking of Email, schedule time for meetings
	Conference calls, corporate calling card

	
	Uncertain of each team member's status/ schedule
	Daily status call

Publish availability schedule and team directory
	Phone, fax, Email, Voicemail

	
	Cannot get through--one or many reasons:  mail is down, fax, didn't pick up Voicemail message, etc.
	Don't resort to beepers!  Create a joint team weekly schedule via Email
	

	
	Daily communication, phone tag, tone, negative comments
	Conference calls
	Beeper, speaker phone

	
	Unclear about what each other is doing
	Daily status calls
	

	
	Not all team members accept telecommuting, jealousy
	Encourage others to experience telecommuting

Be a good listener
	

	
	Haven't heard from VIRTUAL WORKER all day
	Keep in touch with people you work with
	

	
	Need to share information with team, team members advising they are not aware of what you do/need
	Individual call, conference calls, Email, Voicemail
Strive for active inclusion
	Broadcast fax/Voicemail

	
	VIRTUAL WORKER has one phone line.  Not getting called at home
	Give out phone number and encourage use of home number, Voicemail, Email
	

	
	No immediate information flow with team
	Set-up schedule
	Publish schedule to team via Voicemail

	
	Sometimes not coordinated/timely
	Keep 2 time slots a week open for team

Team calendar/special meetings
	Database

	
	Need to share information
	Get priorities from manager
	

	
	
	Check Voicemail every ½ hour and Email every hour
	

	
	Cannot physically go to VIRTUAL WORKER immediately
	
	Pager, multi-lines

	
	Didn't know where VIRTUAL WORKER was because VIRTUAL WORKER had other commitments
	Meetings - have agendas and structure meetings, publish minutes
	Mail

	
	Communication (verbal/written) could be improved
	Create feedback loop, continually refine what works

Be consistent with distribution of information

Communicate medium preferences to each other

Check-in and follow-up on correspondence

Keep bulletin boards up-to-date

Refine listening skills (paraphrase and recap)
	


	Overwork
	Excess hours, work weekends, work through lunch and breaks, hard to pull away from work

People call at all hours
	Self-discipline

Stay on fixed schedule

Make work schedule reasonable, work out with family

Set goals

Take breaks

Keep track of time

Set work hour limits

Set structured schedule and share w/team

Respect your working hours
	Agenda, be aware of clock, time management training, calendar, self-management, schedule.  Office separate so kids/dogs will not bother VIRTUAL WORKER and so work space won't distract VIRTUAL WORKER from "home" time

	
	Not enough time for personal life/ commitments, too much time spent on work
	Make manager aware of workload

Try not to be governed by peer perception
	Additional staff

	
	Feeling stressed
	Time management, prioritize tasks/projects

Set time limits
	

	
	Must get job done regardless
	Be efficient and organized as a team

Stop after 5 p.m., don't take advantage of fact you're       home and work is "too easy."
	

	
	
	Better time management.  

Communicate to team members up front
	Pre-planned scheduling

	
	
	Identify goals, understand scope of projects
	Push back when overloaded, ask for help, schedule work hours

	
	Questioning when it's okay to stop work
	Work needs to be prioritized and distributed evenly.
	Meetings to distribute workload

	
	More work to do than there is time
	Have work and personal objectives

Explain conditions, provide options and problem

    solve with manager and team

Redefine concept of 9-5 workday

Renegotiate with customers based on resource

    constraints

Know your own work style

Have both offices well organized        
	    

	
	
	
	Self-discipline


	Isolation
	Disappointment,  uncertainty, isolation, misses team outings, loneliness, no breaks
	More communication w/team, don't telework every day, keep in touch
	Meetings, Voicemail, Email, conference calls

	
	Alone, don't feel like a complete team member, miss social contact with people, no team mentality
	Effective communication, visit office, meet friend for lunch, regular office meetings rather than conference calls
	Phone, fax, Email, modem, PC

	
	Decreased morale/spirit, decreased team building
	Regular team booster activities, team building, celebrate team anniversaries, B-days, accomplishments
	

	
	Perception of teleworking if you enjoy working with people
	Focus on constant communication with whatever communication means available
	

	
	Cannot reach in-office team members, team morale
	Check Voicemail regularly, Email.  Include all members in outings
	

	
	Not an issue if 1-2 days
	
	

	
	Left out of in-office activities (conferences, announcements)
	Schedule/ask for team meetings, flexibility, make time for some in-office events (fun and business)

Conference calls
	

	
	Less social interaction, less grape vine news
	Call me.  Don't forget me.

Network, schedule lunch
	

	
	Unrecognized, not sure how performance is doing
	Schedule meetings, conference calls
	

	
	
	Go out to see people at lunch.  Work at VIRTUAL WORKER house.

Have windows in work space.  Make it cheerful.

Have bulletin board with team members' pictures
	Off-site meetings, beeper, cell phone

	Equipment
	Equipment problems, power outages.  Copier needed.  Keep sending memos back and forth, sending large documents overnight a problem.  VIRTUAL WORKER needs more equipment.
	Need group account number for FedEx

Management: recommendations for resources and needed support; guidelines for general office information and items needed at virtual office

Have list of equipment needed/have
	Printer, copier, FedEx

	
	Network phone line not 800 number, large phone bills
	Get 800 number or better lines

Have plans/tasks ready to do work around an equipment breakdown
	Company telephone lines

	Managing Perceptions
	Side comments

Hesitancy to call VIRTUAL WORKER "at home"
	Accept it

Don't feel guilty or defensive

Be available when you say you will be

Make VIRTUAL WORKER days "invisible"

Perform while in the office

Return messages frequently and be accessible

Do your work and meet deadlines, deliverables,

    objectives

Manage background noise

Use "work" language, not "at home" language

keep home noise level down

Get feedback re: accomplishments (be proactive, ask)

Track progress
	Mobile phone
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