Jessica: 

Wednesday, 6/10: Jessica wanted to talk to me about concerns she has and insisted she is not comfortable talking to Lisa without getting some advice on how to approach her concerns. I insisted repeatedly that Jessica needs to address any concerns she has directly with Lisa, as I would ask any other team member to do. I also added that I expect if I am being told about a concern, that team member has exhausted efforts on a solution and has tried to resolve it on their own accord first.

I observed ½ and ½. Half was Jessica trying to put a defense together after her critique and being held accountable, and half were legitimate concerns for her and Lisa to talk through and a few things for me to follow up on. I gave Lisa the heads up on Wednesday that Jessica had presented some concerns unsure of how to approach them and listed them out.

These were her concerns:

Lisa is waiting for me to fall and get me. Termination examples that were on her critique, saying Lisa didn’t discuss these with me until Tuesday, day of the critique.

1. Lisa questioning why I’m moving people around and kept questioning me, explained due to Miguel’s request. I let her know that in accounting for these changes as Jerry is increasingly questioning, we need to be able to account for them. I gave her the example we used in her critique that day of where she had moved two people on the schedule not noting why and Lisa had to make something up for Jerry, saying there was a last minute project. Jessica needs to account for these changes just as she does with the sick/late call ins et on the email recap she sends out that will now be attached to the daily report.

2. If I make a mistake, written warning. If it takes Lisa a week ie. Victor Gonzalez, double standard.

3. Concerns being addressed in real time. Mentioned Lisa asks her about certain situations or events but it is not a serious conversation and Jessica feels surprised when she gets a written warning.

4. When she is helping at Supermoms, she feels Lisa should be able to as her Lead run with Illume. Says she is flexible and happy to help but daily and on weekends, she’s getting called to help Lisa find people ie 2nd shift. She explained she’s helping doing schedule confirmations after her shift ends but this is for people where there is a language barrier and they only speak Spanish. Feels she is getting bombarded daily and “one can only handle so much” as she said.

5. Doesn’t like that Lisa assumes she hasn’t done something because it is not in cmg time.

6. She does agree with the areas of opportunity we addressed however in making this point.

7. Agrees there is a balance between her manager having to constantly remind her on the same issues vs. discipline/consequences.

8. Wants to talk about situations rather than all the emails.

Addressed with her some observations and from what Lisa had shared with me:

Lisa is fine having Jessica help elsewhere ie. supermoms but with only one name on a list one day Jessica gave her to call, it puts Lisa in a bad spot to find someone on 2nd shift without much of a pipeline. I asked Jessica if she is giving more preference to 1st shift and not 2nd shift as in the past where she had told me 1st shift is her baby and 2nd shift always defaulted to the 2nd resource that was on the account. Made this argument based on the fact she has 15 on 1st shift pipeline and 3 on 2nd shift pipeline. We discussed this at length and she assured me she is more focused on 2nd shift right now being that is where the client need is and will continue to recruit on 1st. She walked me through some challenges she is facing with recruiting for 2nd shift.

***I addressed her physically checking people in not putting them on the check in sheet as present if she hasn’t confirmed through her check ins as she walks around. Let her know this was an issue last summer and we can’t have it again happen. She admitted she wasn’t checking in people in production or warehouse physically and knows she needs to do this. I let her know this is as she, Lisa, and I have discussed critical to our success there, accounting for the daily report activity, and HOW people get paid.

Friday, 6/11 Jessica let me know she spoke with Lisa on Thursday am and shared all of her concerns and the conversation went well.  She mentioned a few points:

1. She asked Lisa to be clearer with her on the areas of opportunity, citing that it is confusing or comes at a surprise when she asks Lisa, “Is there anything else that I need to do? Is there anything I can do further?” and the response Jessica says is, “Nope, just keep on doing what you are doing”.

2. She mentioned she doesn’t want Lisa to assume she hasn’t done something if it is not in cmg time and to remind her, work as a team. I let her know if it is not in cmg time, it didn’t happen. She needs to document notes/follow through/terms in cmg time.

 I countered this with,

“Jessica, we are beyond reminders. If someone is first learning how to do their job or is working on something new, reminders apply. If these are basic job responsibilities we’ve set the expectation on and covered numerous times, there aren’t going to be reminders. There is a fine line between Lisa reminding you and having to go behind you on basic job responsibilities for example, “terminating someone should not take a week”, “an employee should not come in saying you called them to work only to find that no, you are saying you didn’t call them in to work”……The difference between the example that you gave me about Lisa with Victor Gonzalez and the examples Lisa and I discussed with you are that Lisa followed through with the individual. She didn’t note it in cmg time which is not acceptable but the difference is, you didn’t note it in cmg time and you didn’t follow through. Follow through his crucial to our success with Illume and with each other. You and Lisa need to have tight communication in order to account for all the client aspects you are tracking. 

3. She mentioned she understands she makes mistakes  and gets busy and knows the areas she needs to improve.

Jessica brought up the point that Matt wants everyone to be able to do each other’s roles and be knowledgeable about what each other is doing. She mentioned that Lisa has talked to her about learning the new timeclock system, doing payroll, running missed punches reports, citing that Raquel will ask her from time to time if she can print missed punches and Jessica doesn’t know how.

I had discussed this with Lisa on Wednesday and we agreed that until Jessica is on top of her role in the areas of her critique she wasn’t meeting ie. communication, staff development, decision making, we are going to hold off on adding more responsibility. From talking to Jessica, this was not discussed.

So, I addressed it with her what Lisa and I had discussed.

Jessica, until you are fully on top of your role and basic daily responsibilities ie. communication, staff development, decision making, we are not going to add more to your plate. This is incentive to get on top of those areas so Lisa can show you the new timeclock payroll processing, how to print missed punches reports. Is this fair? She said yes.

She mentioned she doesn’t want to be surprised by something on a critique and I agreed an area of opportunity should never come as a surprise. Lisa will be talking to her when there is an area of opportunity and Jessica asked that she be made aware when something is serious or requires further follow up beyond being asked about a particular instance. (On her critique, it was later found that all of the examples except for the terminations was discussed with Jessica at length. On the terminations, she was asked about these and then received an email from Lisa but no live conversation discussing the seriousness of not following through or not having noted the information in cmg time, simply that Lisa had placed them as inactive and had asked her to terminate them)

Jessica expressed that she has developed a habit lately of getting critiques: I let her know I expect her not to have any more critiques nor do we enjoy writing her up. I let her know that she knows what is expected of her and where she needs to improve and she needs to focus on that. If she is needing constant reminders, this is not conducive of her or Lisa’s time.

I discussed with her their responsibilities at the Illume client site right now, with all the schedule changes, documentation on the daily report, it is critical that she accounts for any schedule changes, movement of employees as Lisa has requested of her and I let her know that the documentation Lisa has to compile every time Jessica drops the ball on something is very time consuming. We need her to do her job and if she doesn’t have the tools or resources to do her job, she needs to let us know. She insisted she does have the tools and resources and knows where she needs to improve.

Lisa shared with me 2 further concerns about Jessica she will be following up with on Monday 6/14:

1. Ronald Anderson who Jessica hired without looking that he had yes checked to a background. 

2. Ronald Anderson’s brother, who works at Illume, being aware of the confidential employee information that a woman had been calling cmg to tell us about Ronald beating her and causing jeopardy for his brother’s job, comment made to Lisa, how would he know of this information Per Lisa unless Jessica shared it.

I will be addressing with Jessica Monday, 6/14 the areas of concern she had with Lisa and asking her why if these concerns were so important to her addressing with Lisa and talking to me about beforehand, why did she only address one with Lisa off the list. Unless there is not truth to the concerns or she truly doesn’t feel comfortable addressing them with Lisa citing with me last week that “Lisa gets excited”, then I don’t understand why she wouldn’t take the time to discuss them.
