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Moving Home
	Recently the world has been exposed to a virus that has shut down the world economy, caused thousands of deaths, and shut people off from one another.  COVID-19 has had a ripple effect on most of our lives.  Specifically speaking in the United States, we have had to limit items that we can purchase.  Toilet paper has been the hottest commodity.  You could compare it to the Tickle Me Elmo crazy.  I never thought that I would see the world in such a crisis.  Every nation has their problems that they have to deal with, but this was bigger.  COVID-19 attacked the world without remorse.  
	Now, the idea of Moving Home and COVID-19 may not really correlate, but I will explain.  During the month of March, the company I work for, Sorenson Communications made the decision to temporarily remove a lot of the workforce from our call centers.  Sorenson is a company that provides Video Relay Service (VRS) for Deaf and Hard of Hearing individuals through the use of a video phone.  The workforce mentioned are all American Sign Language interpreters.  The move to send as many interpreters home to continue to work as an extraordinary feat.  Due to proprietary reasons there are some details I am not allowed to give specifics on, but the money that was needed to make this temporary shift did not come with a small price tag.  New computers, monitors, equipment, shipping, etc. was a cost that the company was not expecting.  To top it all off Sorenson needed the approval of the Federal Communications Commission (FCC) to make the temporary shift happen.  
	The reason Sorenson needed the approval of the FCC is because the FCC is who regulates, oversees and funds, Sorenson.  “All VRS companies are funded through the Telecommunications Relay Service (TRS) program” (Sorenson Relay), so Sorenson needs to follow the guidelines set by the FCC.  The FCC classifies a VRS company as “a free, subscriber-based service for people who use sign language and have videophones, smart phones, or computers with video communication capabilities” (U.S. Department of Justice).  
	When the FCC approved the request to allow interpreters to work from home there was massive effort in the home office to get everyone up and running as soon as possible. The move allowed for easier social distancing in the call centers keeping the interpreters safe during the pandemic and continue to provide interpreting services to the Deaf community.  Our leadership was very open and candid with the process that took place and kept us apprised of what was happening to move us home.  
Synthesis and Analysis
	The idea of having interpreters work from home was not a concept that was entertained before COVID-19. The copy and paste tactic for our company has been to find an office space big enough to put interpreting stations in the space.  The idea is based of the traditional call center.  Our interpreting centers allow us to be together and provide support to each other.  However, the transition to working from home needed to be analyzed to see how this move would be the most effective.  The “breaking down into constituent elements” (Beatty, Hughes, and Dinwoodie p. 63 2014) needed to take into account the internet capabilities of each interpreters’ home, available space to create a workstation in the home, technical ability of the interpreter to troubleshoot problems, who would be the point of contact for the at home interpreters, and how IT resources would be used to setup and update the equipment sent to each interpreter.  Managers needed to be able to identify employees who would be trusted to be self-sufficient and maintain ethical work practices, would adhere be sure to take care of the equipment sent to them, and who would be able to adapt easily to the new layout of the at home software.
	The last piece of the puzzle that needed to be address was how Sorenson would convey the message to our clients that they would soon be seeing interpreters in different settings.  Sorenson needed to get this message across so the Deaf community would know that they were still using the same product, but they would be seeing interpreters in a new way, not the same cubicles they have seen for the past seventeen years.  There was also one extra piece to the puzzle.  My wife and I both work for the same company and we needed to figure out how we were both going to work from home.  
	The “concert” Beatty and Co. (p.62 2014) refer to regarding synthesis was all of the above pieces coming together to make a successful transition to working from home.  Each interpreter who was interested in working from home needed to fill out a questionnaire giving specifics about their home internet speeds and space to setup a workstation.  Interpreters were asked some of their knowledge of troubleshooting minor technical issues.  A new team was created to manage the homebased interpreters, and IT was working round the clock to connect the homebased interpreters to the interpreting system.  
	Managers were vetting those who would be able to take on the responsibility of working from home.  Management talked to those who were picked and went over the technical components and if they would be able to manage the equipment.  There were a few interpreters that backed out due to being uncomfortable with the responsibility of managing the equipment on their own.  
	The issue of my wife and I working from home at the same time was looking as if this was going to prevent us from both being able to take advantage of the offer.  The problem was the concern of bandwidth the two stations in one home would take up.  Luckily, the regional manager was open to the idea that I could work from my parent’s house.  I actually moved home to my old bedroom so I could continue to work.  The response from the Deaf community was one of love and support and appreciation that we continued to provide the service they have come to know and appreciate.  The marketing department sent out a video to let them know about the changes that would be taking place.  
Nonlinear and Linear
	During the past twelve years I have worked for Sorenson there the process of going to work, interpret for a shift, and go home has been the exact definition of linear.  There was no deviation from this process.  There really was never a reason or need to look for an alternative.  There has never been a situation that we as a company had to face like the COVID-19 pandemic.  This forced a very linear way of working become nonlinear.  Beatty and Co. tell us that “linear thinking will not succeed in nonlinear world” (p.64 2014).  The nonlinear way of thinking kicked into overdrive at Sorenson.  
	The new team of homebased interpreters opened the door for a new permanent homebased team.  A new department was created to allow interpreters to stay home and continue to provide interpreting services from their home.  This is a new way of providing the same service that is expected of the interpreters that work for Sorenson.  
Visual and Verbal
	The vision needed to be able to move our workforce home took vison.  The workstation that we have been used to needed to change to accommodate the new equipment we would be using.  The at home interpreters were receiving less equipment to work with to do the same work.  IT needed to find a way to make everything function and allow for uninterrupted service for our clients.  
	One particular piece of the vison and verbal aspect of this move has been the messaging coming from headquarters.   Normally we receive news from our direct management.  New changes to the technology that is pushed, or new trainings that we need to stay up to date on.  The regular day to day business.  The messaging from headquarters was on a different level that really made the people I work with believe Sorenson was going to do everything in their power to keep us safe and support us during the COVID-19 pandemic.  
	We received daily messages letting us know updates on what was happening and new policies that were being put into place.  Management was providing more cleaning products to allow us to continually wipe down touch points.  We had to log when we used a station, in and out times.  The message and communication was crystal clear.  Sorenson was going to do what was needed to be there for the employees.  The biggest message was the individual messages written on the boxes containing the equipment being sent to each interpreter’s home.  
Implicit and Explicit
	The COVID-19 pandemic created a new and ever-changing landscape that leadership needed to deal with as best as they possibly could.  Data was published by various health organizations on how to combat the virus.  Sorenson used the information at hand to plan to send as many interpreters to work from home until it was deemed safe to bring the workforce back to the interpreting centers.  Leadership did not have all the facts, no one did at this point.  We are still learning about the COVID-19 virus.
	The leadership team took the known and unknow information to come up with the best way to move forward.  There are times that leaders need to take a leap of faith regarding the unknown.  By developing a strong plan of action with the relevant data at hand, navigating the unknown variables can be easier to manage.  
Heart and Head
	Leadership took heart and head to a different level.  Yes, all of the planning that was needed to get the company ready for the temporary shift was monumental for the shift to be successful.  There is no denying the different teams all played their part in this endeavor.  Each part needed to be carefully thought through and laid out to avoid complications.  I am not saying there were never any complications, connecting over one thousand new systems in a short amount of time without a few glitches would have been a miracle.  Leadership had backup plans in place when issues arose.  
	Regarding heart, “articulating organizational aspirations that inspire members to higher levels and quality of effort is a key task for strategic leaders” (Beatty p. 67 2014) speaks to the some of the messaging sent out by leadership.  
	We would receive video messages from various members of leadership explaining the steps Sorenson was taking.  Sometimes the video was just a way of letting us know Sorenson was going to support us during the pandemic.  Other times the video was just a way to say thank you for the work being put in to continue providing interpreting service the Deaf community expects from Sorenson.  The videos connected the workforce to the leadership in a way that was new for many of us.  This was leadership in action.
Conclusion
	The world is in a state of flux, more so than usual.  COVID-19 has held the world at its mercy for several months now.  Yes, countries are opening back up.   People are returning to work.  New policies and procedures are being put into practice.  A stronger focus on hygiene is under a microscope on how we can fight against the virus.  Leadership across all forms of business should take a strong look at the topics this paper has focused on.  A snap decision in a time of crisis is likely to lead to more complications down the road.  Taking the time to analyze the problem can lead to finding the right pieces to provide the best service.  Thinking outside of the box to find the best path back to a more linear way of working is going to be needed at times.  Making the message clear and easy to see will make getting the vision of leadership easy to pass onto the workforce.  Leadership will need to plan and prepare action plans without all the details and data.  There is not a way to know everything in a fluid world.  Taking a lead of faith based on current data and personal experience will be needed to provide a way forward for the employees.  Leading with your head seems like a very straight forward idea, but leadership needs to be “unified, whole, undivided, unimpaired, and sound in construction” (Cloud p. 50 2006).  Leadership cannot have a partial game plan when invoking change.  Heart.  Heart may be the most important part of all of this.  When leadership puts their own heart and passion into the project or change the workforce will feel it.  The workforce will respond to it.  A workforce that buys into the passion from leadership will pave the way for a successful implementation of the new path of the business.
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