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[bookmark: _Toc456901517][bookmark: _Toc208175794]Define a complex problem in the workplace, including its scope and impact
Problem: There is a gap between the current state and the desired state. It is an operational and administrative problem, transitioning all finance responsibilities to one external service centre. Month-end management accounting processes are inconsistent and unclear due to a lack of defined roles, leadership, and procedural understanding, resulting in inefficiency, confusion, and low confidence.
Scope: It applies to multiple regions and business units, affecting all relevant teams. It includes completing month-end tasks, retrieving data, and performing analysis. How can the team confidently report income and losses to stakeholders when they lack confidence in the information they provide, the reasons behind it, or even the specific area of the business in which they are working?
Impact:  This affects assistant financial accountants' autonomy, engagement, and ability to manage workloads, errors or delays in reporting, emotional strain, sickness, reduced team morale, difficulty scaling the processes for improvement, missed opportunities or improvements to rectify financial issues before reporting.
Whose affected: Stakeholders, partners, other business units, colleagues, managers, clients.
Analyse information on the identified problem to help inform the decision-making process

[bookmark: _Toc208175795]Brainstorming analysis

(PUTMAN & PAULUS, 2009) The publication looked into how groups' capacity to choose the best ideas for implementation was affected by their brainstorming sessions. Either individually or in interactive groups, using the standard brainstorming guidelines or extra guidelines intended to boost the quantity of ideas produced, participants produced ideas. In a group evaluation step, each participant was asked to rank their top five ideas. 

Compared to interactive group brainstormers, nominal isolated groups of people who developed ideas independently generated more ideas, more original ideas were chosen during the group decision phase and produced more ideas overall. Though they did not improve idea selection or originality, more criteria led to more ideas being generated.
This is because it promotes open, cooperative thinking and draws on the variety of viewpoints within a team, brainstorming is an effective technique for coming up with answers to work-related issues. People feel encouraged to contribute freely when a psychologically safe environment is established where ideas may be exchanged without fear of criticism, which frequently results in surprising revelations or innovative breakthroughs. It assists in identifying underlying causes, proving false presumptions, and investigating a situation from several perspectives. Because team members co-create the solution, brainstorming also promotes ownership and involvement. When properly organised, it may turn irritation into energy and complicated problems into chances for innovation and progress.


1. Standardise the Month-End close to have one document, a unified checklist and timeline for month-end tasks across all business units visible in the office.
2. Define roles and responsibilities by using a RACI (Responsible, Accountable, Consulted, Informed) matrix to clarify who does what, making this visible in the office.
3. Implement a Quality assurance process. Before sending out WD2 information, have a peer review or automated checks before final reporting to catch errors early.
4. Create a central knowledge base by hosting SOPs, FAQs, and training materials in one accessible location for all teams. 
5. Introduce a Month-End “War Room” which could be virtual or physical, where teams collaborate in real-time during month-end periods to resolve issues quickly and gain knowledge.
6. Automate repetitive tasks using methods for data retrieval, reconciliations, and report generation, dedicated problem-solving team.
7. Develop a process for real-time visibility, provide stakeholders with live insights into progress, bottlenecks, and financial metrics. SharePoint is a good place to open this up.
8. Conduct role-specific training sessions, tailor training to each role’s responsibilities and the tools they use. For example, D365 training on data retrieval and understanding what that data means.
9. Offer cross-functional shadowing to team members to observe other roles to build empathy and understanding.
10. Recognise and reward accuracy and timeliness and celebrate individuals or teams who consistently deliver high-quality work.
11. Hold monthly retrospectives as a team, we reflect on what went well and what didn’t after each close cycle to drive continuous improvement.
12. Provide emotional support resources, access to wellness programs, mental health support, and workload management tools.
13. Host regular stakeholder briefings, share progress on the transition, challenges, and upcoming improvements.
14. Create feedback loops with clients and partners to gather input from external stakeholders to refine processes. 
15. Establish a Finance Operations Support Hub, using the experts already in place to form a dedicated team present during month-end to manage escalations, provide guidance, and troubleshoot issues. They will lead the creation of standardised workflows and SOPs and investigate errors or delays in implementing systemic fixes. 
16. Find ways to automate repetitive tasks.

[bookmark: _Toc208175796]Mind map
Mind maps for business (buzan & griffin, 2013) present mind mapping as a game-changing technique for professionals looking to improve their strategic thinking, creativity, and clarity at work. Mind maps, which were initially created for educational purposes, are also used in business as flexible tools for communication, planning, decision-making, and creativity at all corporate levels. The book shows how mind maps may enhance meetings, increase productivity, foster leadership development, and open up new avenues for advancement.
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[bookmark: _Toc208175797]Application of the 5 Whys to the problem of the Finance Ops Support Hub

1. Why is there no defined Finance Ops Support hub?
2. Because the Experts were brought in to react to problems rather than anticipate issues.
3. Why are the experts brought in a reactive, not proactive capacity?
4. Because no integrated framework connects their work to operational processes or frontline understanding.
5. Why is there no integrated framework?
Their work, while valuable, remains remote; there are no insights, shared tools, rituals, or support systems. For example, producing SOPs, engaging with the stakeholders, and presenting onsite throughout the duration of the month-end?
Why wasn’t a scalable structure designed from the start? 
Expert resources were employed reactively, without systematic planning, because the initial goal was tactical relief rather than strategic reform.
Why are we not addressing the issue of strategic reform
Financial Assistants were given ownership by default rather than by design. Strategic reform is not addressed at these early stages, during the recruitment process.
[image: Plant With Roots with solid fill]Root Cause Summary
Finance Ops support was approached as a tactical gap filler, not a strategic function, leading to fragmented expert input, reactive deployment, and an absence of systemic structure.
Everything flows from that. The lack of role clarity, engagement, SOPs, and scalable ownership results from treating expert involvement as temporary relief rather than embedding it as part of the operational startup system. As a result, frontline staff became default owners of problems they weren’t resourced or positioned to solve.  Finding the core cause of a problem is critical for achieving goals because it allows you to treat the underlying issue rather than merely its symptoms. When you identify what is genuinely impeding progress whether it is a process problem, a communication gap, or a resource constraint you can build targeted solutions that result in long-term improvement. This clarity enables teams to focus their efforts, avoid repeating mistakes, and gain momentum towards significant accomplishments. By addressing problems at their root, you lay a solid foundation for success and make it easier to achieve your objectives with confidence and efficiency.
[image: Aspiration with solid fill]  Goal
Create a cross-functional, scalable Finance Operations Support Hub that offers month-end resilience, expert continuity, and stakeholder involvement. In order to restore role clarity for Financial Assistants, experts will be physically present and provide guidance during the entire month-end process.
The 5 Whys methodology is a straightforward yet powerful way to pinpoint the underlying cause of an issue. It was created by Sakichi Toyoda and made popular by Toyota's manufacturing. Teams can get beyond surface symptoms and find a more reflective, systemic way of asking "Why?" repeatedly, usually five times. This method is particularly helpful for handling moderately complicated problems because it promotes critical thinking, teamwork, and fact-based analysis. The 5 Whys promotes a culture of continuous development and helps avoid band-aid solutions that don't address the underlying cause of dysfunction, even though it isn't appropriate for extremely complex issues without supplementary tools. (Jonathan Hancock, 2022)

[bookmark: _Toc208175798]Fish Bone

The fishbone diagram, also known as the Ishikawa or cause-and-effect diagram, is a valuable analytical tool for identifying the root causes of complex workplace problems. In the context of month-end inefficiencies and accuracy gaps, this diagram organises contributing factors into four key categories: People, Processes, Technology & Tools, and Culture & Development. This structured approach enables teams to visualise causes, such as inadequate role-based training, a lack of standardised reconciliation tools, and limited well-being support, and then trace them back to their impact on performance outcomes. By promoting collaborative diagnosis and clarifying the relationships between symptoms and systemic issues, the fishbone model supports targeted, sustainable solutions. Its function lies in adopting cross-functional understanding, guiding continuous improvement, and embedding accountability within operational workflows. Originally developed by Kaoru Ishikawa to enhance quality control in industrial settings, the diagram remains a key component of modern problem-solving methodologies.
Quest (quest, 2017) describes how to build Ishikawa (fishbone) diagrams, providing a data-driven way for visualising fundamental causes of complicated issues. It's especially valuable for professionals looking for replicable, customisable tools to help with methodical analysis and clear communication.
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[bookmark: _Toc208175799]Propose a range of alternative solutions to the problem

Taken from the fishbone cause and effect diagram, 4 key areas for a possible solution were found.
1. Finance Operational Support Hub
2. Month-end War Room
3. Role-Based training
4. Learning and Development
Following an evaluation of the four strategy options, the Month-End War Room, Role-Based Training, Finance Operational Support Hub, and Learning and Development. Learning and Development was found to be the most effective and long-lasting. According to a weighted Grid Analysis, it received the greatest scores for scalability, team competency, operational clarity, and cultural alignment. By integrating organised learning into routine practice, Learning and development promotes long-term ownership, resilience, and psychological safety as opposed to short-term solutions. It displays a stronger dedication to fostering a culture of continual growth, empowering people, and boosting self-esteem, all of which are in perfect harmony with the goal of having a highly effective workforce.
Using a decision-making technique, evaluate a range of solutions to identify the most appropriate options to explore. This source (Eye on Tech, 2020) found on YouTube gives a solid interpretation of how to use the model, create it and how we can build the foundation to evaluate the issues within the Finance Hub.

[bookmark: _Toc208175800]Grid Analysis

Grid analysis is described as an organised decision-making method in Brian Clegg and Paul Birch's Instant Creativity. It is intended to assist people and groups in weighing several possibilities in relation to a set of criteria. It is particularly helpful when making difficult or emotionally charged decisions and when clarity is required in order to proceed confidently. (Clegg & Birch, 2007)
Use as a method to research what would be the leading best option for this finance centre, it is clear that Learning and development just pipped the post against role-based training.
[image: ]
[bookmark: _Toc208175801]Cost-Benefit Analysis

The cost-benefit analysis allows us to lay out all the costs in a manner clear enough to see any initial hit the business may take to reap the benefits later.
The book by Mishan and Quah (Mishan & Quah, 2020) describes how to use cost-benefit analysis to balance the advantages and disadvantages of public decisions. It demonstrates how to appreciate things like public health and clean air, and how to make better decisions when results are unclear. To assist governments and organisations in making better, more equitable decisions, the book also offers up-to-date concepts and real-world examples.
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Cost-benefit ratios are an effective tool for assessing new projects since they clearly demonstrate if the predicted benefits out weigh the expenses. The ratio, which divides overall benefits by total costs, provides a picture of a project's economic value anything above 1.0 indicates that it is worthwhile to pursue. This enables decision-makers to analyse alternatives, prioritise resources, and justify investments. While basic, the ratio is considerably more effective when combined with reliable data and non-financial considerations like as social or environmental worth. In a nutshell, it converts complex analysis into a simple, actionable statistic for strategic planning.
[bookmark: _Toc208175802]Develop a detailed plan for implementing the solution

Carrying on from these findings, a Gantt chart was used as a method of producing a visual aid to control and conduct the successful rollout of the operation.
A Gantt chart is a tool used in project management that shows how tasks are scheduled and progress over time. Its horizontal bar chart structure makes it possible to clearly visualise task durations, start and end dates, and dependencies by showing individual actions along the vertical axis and time intervals along the horizontal axis. Through the identification of overlaps, sequencing, and possible bottlenecks, this format makes it easier to plan, coordinate, and monitor complicated projects effectively. 
The article argues that while Gantt charts are useful for planning, they were designed for stable, predictable projects and may not suit today’s complex, fast-changing environments. (Geraldi & Lechter, 2012)
[image: A chart with colorful bars
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** Note: this Gantt chart was produced using Co-pilot by inputting the cost-benefit analysis to visualise the 6-month rollout.
[bookmark: _Toc208175803]Communicate the plan to relevant stakeholders

[bookmark: _Toc208175804]Stakeholder Analysis

Freeman's major ideas emphasise that firms should generate value for all stakeholders, not just shareholders. Strategy and ethics are inseparably linked; responsible participation fosters trust and long-term success. Employees, customers, suppliers, communities, and financial institutions are all examples of stakeholders. Leaders must operate as value integrators, bringing together distinct interests. (Freeman, 1984)
Stakeholder theory has long been a popular method for explaining the management environment, but it has yet to achieve full academic stature. A theory of stakeholder identification and the fact of being important to or connected with what is happening or being discussed, based on stakeholders who have one or more of these attributes, we develop an understanding of what stakeholders are and their importance to business success. 
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[bookmark: _Toc208175805]Assess appropriate monitoring and review techniques to ensure the successful implementation of the solution 

[bookmark: _Toc208175806]Communication plan

	MANAGE CLOSELY

	Stakeholder
	Information
	Method
	Timing or frequency
	Whose Responsible

	Executive Leadership, Project Sponsors, Department Heads (Finance, Ops, HR)
	Strategic intent, progress updates, workshop outcomes, and presentations
	Executive briefings, dashboards, and direct consultations
	Weekly updates, milestone reviews, and post-workshop analysis
	Project Lead, Department managers, Finance Operational Director



	KEEP SATISFIED

	Stakeholder
	Information
	Method
	Timing or frequency
	Whose Responsible

	External Partners, Senior Directors, Compliance Bodies
	Milestone achievements, compliance updates, partner visibility
	Monthly summary reports, partner emails, and assurance briefings
	Monthly or milestone-based
	Operations Lead, Compliance Officer






	KEEP INFORMED

	Stakeholder
	Information
	Method
	Timing or frequency
	Whose Responsible

	Frontline Staff, Clients/Service Users, Internal Support Teams
	Workshop invitations, progress updates, recognition stories, and onboarding news
	Bi-weekly newsletters, SharePoint hub, team briefings, and visual dashboards
	Bi-weekly pre-/post-workshop onboarding phases
	Communications Coordinator, Team Leads



	MONITOR

	Stakeholder
	Information
	Method
	Timing or frequency
	Whose Responsible

	Wider Community, Employee Families, Passive Observers
	Wellbeing highlights, staff impact, success stories
	Occasional bulletins, internal blog posts, SharePoint updates
	Quarterly or as needed
	HR Lead, Wellbeing Officer



Making a clear and practical communication plan for the workplace is explained in the Asana article (Martins, 2025). It recommends establishing objectives, determining who needs what information, selecting appropriate channels (such as meetings or email), and determining the frequency of communication. Assigning duties is also advised so that everyone is aware of who makes choices and communicates updates. Teams that have a solid plan keep organised, prevent misunderstandings, and collaborate more effectively.
Any new project's success depends on having a clear communication plan. By ensuring that the appropriate individuals are informed at the appropriate moment, it clears up misunderstandings, harmonises expectations, and promotes accountability. Regular updates facilitate the maintenance of momentum, foster stakeholder trust, and enable prompt modifications in the event of difficulties. To put it briefly, good communication transforms good intentions into coordinated action by keeping everyone informed, linked, and focused on common objectives.
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COST BENEFIT ANALYSIS

TIME PERIOD IN MONTHS

[cosTs 1 2 3 ) 5 6
Recruitment & Advertising 161000 161000
Laptops & Software 8,000.00 8,000.00
[Training Room Hire 750.00 | 750.00 75000 | 750.00 | 750.00 | 750.00 4,500.00
[Experts Fees 500000 | 500000 | 500000 | 5000.00 | 5000.00| 500000|  30,000.00
L&D Plan 2,500.00 2,500.00
[Training Materials & SOPs 2,800.00 2,800.00
[Refreshments 20000 20000 20000|  20000] 20000] 200.00 1,200.00

2085000 595000 595000 5950.00 _5950.00 5950.00 _ 50,610.00 Total Costs

BENEFITS 1 2 3 4 5 6
improve performance 1,080.00 | 1,090.00 | 1090.00 | 1090.00| 1,090.00| 1,080.00 6,540.00
Increase productivity 7.500.00 | 750000 | _ 7,500.00 | 7,500.00 | 7,500.00 | 7500.00|  45,000.00
Enhance compliance 60000 | 60000 600.00 | 600.00 | 600.00 | 600.00 3,600.00
Retention 7.500.00 | 7,500.00 | 7,500.00 | 7,500.00 | 7.500.00 | 7.500.00|  45000.00
[Succession planning 80000 | 80000 800.00| 800.00| 800.00| 800.00 4,800.00

17,450.00_17,490.00 __17,490.00 17490.00 1749000 1749000 _104,940.00_Total Benefits

Benefitto Cost Ratio
Total Benefits _104,940.00 = 207
Total Costs 50,610.00 Every £1 spentis a etur of £2.07
Net6 month benefit Benefit minus Cost SUM (17,490 -20,860) - -3,370.00 Setup costs are high in the first month ue to one-time.
(First Month) charges; therefore, losses are normal duringthis initial phase.
Net6 month benefit Total benefits-total costs __SUM (104,94 96,505.00

Overthe 6 month period the benefits far out weight the costs making a

Total Period 5 000 argument to set up the eaming & development workshop!
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