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[bookmark: _Toc27581370]Introduction 

The purpose of this report, is to define a workplace problem including its scope and impact. An overview of what is decision making and problem solving. Applying recognized problem-solving technique to a work-based incident, using quantitative and qualitative means to evaluate a range of alternative solutions, comprising the planning of a proposed solution, communication to the relevant management and the monitoring and review plan to ensure successful implementation. 


[bookmark: _Toc27581371]Customer Aggression at the Workplace
 
Having a sustainable job is one of the most significant aspects of one’s life. Not only does it provide a living wage, but also allows career development and interpersonal skills, experience, boost confidence and job satisfaction. According to the Public for National Statistics for June (2019), there were estimated 1.05 million people working in public administration, the National Health Service accounts for 31.3 percent of all people working in the public sector. Thus, as part of a daily work routine those working in the public sector deal with the public, and this should be carried out in an environment of respect. However, of those employed to work with the public as a frontline staff, are potentially exposed to verbal abuse. 
The Health Safety Executive (HSE) as a regulator ‘watch dog’, aim to prevent workplace injury, ill health and death, this is achieved by an array of methods to influence change and assist management to manage work related risks. This could include advice, guidance, licensing, inspections, investigations and if necessary, enforcement. 
HSE defines work-related violence as ‘any incident in which an employee is abused, threatened or assaulted in circumstances relating to their work’ this applies to verbal abuse and physical. 
Researchers, Anderson & Bushman (2002), gives their definition to such behavior as Human aggression directed towards another individual to cause harm or distress with intent. 
In the Annual Statistics report (2018), conducted by HSE illustrates the volume of abuse in the workplace contributed by customer aggression. The findings from this report from 2017/2018 Crime Survey for England and Wales (CSEW) highlights:
· 374,000 Adults who experienced violence at work 2017/2018

· 694,000 Incidents of violence took place at work 2017/2018, refer to figure 1 below 

[image: ]
Figure 1: Incidents at workplace. (Source created by me, 2019)


· 54 per cent of workplace incidents / violence were strangers, amongst this result 46 per cent most to clients, or a member of the public known through work. 

The verbal abuse to staff, especially in public services or frontline workers is increasingly becoming a concern, the situational factors within the workplace could be the underlaying cause:
· Work processes, taking longer to retrieve information (in-house computerized software issue)
· Workflow, no consistency from start to finish in relations to client application or documents, there is no trail to provide effective feedback to customers. 
· Interpersonal conflict, between colleagues leading to negative reaction that can cause lack of work engagement, this then transmit to client/customer becoming frustrated. 
· Aggressive behavior can take form over the phone, a prime example contacting a call centre a customer having to wait over an hour to speak to a caller, as well as a lack of product or service knowledge. 


[bookmark: _Toc27581372]Negative impact on Employees  
The public services are a growing and thriving economy in the UK, with highest degree of customer interaction. Customer aggression has a negative impact on employee’s health and safety (Dursun & Aytac, 2014). Unanswered incidents of verbal abuse from customers can leave detrimental effect on an employee, mentally and physically. Moreover, if everyone else around with similar job role seems to be coping, this can produce feelings of anxiety, stress and low self-esteem which can lead into depression. Furthermore, job burnout is the main response of prolonged negative incidents in a work domain. The feeling of incompetence and lack of productivity at work (Maslach, et al., 2001).
The consequences can have serious impact, not only on an employee but also the organization:
· Absenteeism due to sickness
· Working relationship disruption
· Poor work performance or service provided
· Compensation Claim 
· Reputation or image of the organization 
[bookmark: _Toc27581373]Legislations 

Ineffective policies and procedures can have serious repercussions, for example cost of health care and long-term recovery. Thus, every organization and small businesses have a duty of care for their employees to ensure health and safety is controlled and monitored. 
There are two legislations which protects the welfare and wellbeing of employees in accordance with the, Health Safety Executive (HSE). 
The Health and Safety at Work Act etc 1974 - The primary legislation covering occupational health and safety set by the government. The act states which is a brief overview and main examples in relations to work-related customer aggression. 
· Employers must keep relevant information, instructions and a written record of their health and safety policy 
· Every employer needs to ensure, within reason, the health, safety and welfare of all employees.
· Employees must take care of their own safety and co-operate with employers to enable them to carry out duties without compromising with their own health and safety.  
Management of Health and Safety at Work Regulations 1999 – Employers must assess the health and safety of all employees by planning, evaluating and organizing effective appropriate training. 
The framework of such legislations helps to protect the welfare of employees. By introducing a robust reporting system, for example a logbook either written or digital enables effective monitoring to minimize customer aggression. 

[bookmark: _Toc27581374]Personal Experience 

Prior to a career break, owed to raising my daughter. I worked as a Customer Service Officer at Queensbridge and De Beauvoir Neighborhood Office (South Hackney). The Neighborhood Office is in partnership with Hackney Council. The reason for this, Hackney Council felt it required a customer service outlet to deliver a one-stop shop for council tenants living in council properties. Furthermore, to help tenants with elements of their tenancy and provide general advice about services, for instance:
· Repair maintenance
· Housing situations
· Residents car parking permits / Visitor’s car parking permit
· Rent queries /statements 
· Antisocial Behavior and Estate Safety 
The office hours are Monday to Friday, 9:00am to 5:00pm. However, Housing Managers start at 09.30am to 6:00pm. The domain of the office consists of 2 Customer Services Officers, as frontline staff. The back-office stations 6 Housing Managers each covering a specific catchment area of Hackney council estates. An additional team is based at the neighborhood office, which deals with complex issues such as antisocial behavior and highly challenging tenants assigned to the dedicated team. 
As I can recall, on this specific day unlike any other. I would come in half an hour early that was also a standard duty for my colleague Jibril, senior customer services officer. We would both ensure computers are switch on and the Universal Housing Management (UHM) system software is loading correctly. I personally took pride in ensuring the reception area is kept tidy and feels welcoming. We also, made sure leaflets and brochures were replenished. Moreover, the post is ready for collection. 

At 08.55am I begun to unlock the entrance front door.  Jibril would be positioning himself behind the reception desk. Within 5 minutes of opening a tenant known to the us came in and steered over to me as he was the first tenant to be seen. I greeted him professionally and asked if I could help him. He responded by requesting for visitors parking permit. Before, I proceeded with his query. As data protection is of paramount. I requested to see a form of identification to correspond with the tenancy and full address. The verification is then checked on Universal Housing Management (UHM) and approved, I continued to proceed with his query. I then opened an in-house database of purchased visitor’s car parking permit for that month of October.
Visitor’s car parking permit is solely for ‘visitors only’ and not for daily usage. He had reached his quota for that month. He was not entitled for anymore. I communicated the information back to him, he then seems agitated and requested to speak to my colleague, I referred him to Jibril which he was more than happy to do so. I then went to assist to another enquiry. However, working with such proximity I could overhear. 
Jibril had relayed the exact information, the tenant had reached his quota. He refused to accept what he was told, and he became verbally abusive towards Jibril, the borderline of being aggressive. The tenant was very vocal in expressing his dislike towards Jibril owing to his strong native accent. He continued to be verbally abusive and made other tenants waiting feel uneasy. 
As there is a transparent partition with a wide gap enough to convey conversation or exchange documents, the tenant then launched forward to spit at Jibril.  A minute after the incident took place a Housing Manager had just walked into the reception area; with assertiveness she had asked for the tenant to leave and police to be contacted. 
Jibril was totally in shocked and confused by this incident. 15 years of working as a senior customer service officer for Hackney Council. Not only come across verbal abuse daily, but also, he was able to defuse a situation with a positive outcome. On this occasion that was the tipping point. 
It was totally unexpected to have experienced that level of ‘Customer Aggression’ I felt mentally drained. For the duration of the day the incident was weighing heavily on my mind. I did question my longevity in this organization, if this is a domain for me. 
Finally, what had transpired with regards to the tenant he was in possession of a stolen vehicle and he was charged.


[bookmark: _Toc27581375]What is Decision Making? 

According to Fulop (2005), decision making is the concept of making a choice between two or more alternatives based on the values and preferences of the decision maker. Making a decision suggests there are choices available and to be considered.  Thus, not only to view the many choices as possible, but to choose the best that fits our objectives or goals.

[bookmark: _Toc27581376]Factors affecting decision making.
There are many factors that can affect decision making, as an example management decision are define as the destiny of the employees. (Khakheli & Morchiladze, 2015).
Manager’s decision depends on the following factors, namely: knowledge, experience, understanding the process and the focal objective. As of the organization, the impact of the decision making might cause, critical nature of work, creative thinking, energy, time available, cost, interpersonal conflict, implementing guidelines and risk associated with decision making. 


[bookmark: _Toc27581377]Three types of decision making 

· [bookmark: _Toc27581378]Routine Decision

People are making decisions every day. We are creatures of habit and decisions are reliant on routines. If we know what needs to be done and identify the outcome, then it becomes a regular activity. It requires no or little thought for an alternative. However, making a decision can at times fail. Such failures can help with improving decision making. An organization makes daily decisions, defined by Strategic, Tactical and Operative decisions (Bugti, 2013). This is simplified in figure 2 below. 

[bookmark: _Hlk27061969]Figure 2: Decisions taken in an organisation (source: created by me, 2019)

· [bookmark: _Toc27581379]Adaptive Decision

Heal (2013), suggests the idea of adaptive decision is defined as the mental process of reacting to a change in a situation. It is referring to problem-solving a combination of reason and common sense, and even when it is unclear, can deliver satisfactory results. Organisations are continuously evolving in the competitive market, by preparing employees to lead in ever-changing situations and to enable them to think on their feet. 

· [bookmark: _Toc27581380]Innovative Decision 

Problems are unusual and unclear, creative solution are necessary. Rose (2017) recommends innovation decisions has a potential to unlock new values and concepts. It is an arrangement of decisions both small and reflective from experimentations and strategies, that is not possible through the general route of decision making. A creative mindset and clear decision-making process to implement an original idea into an innovation with influence. 

[bookmark: _Toc27581381]What is problem Solving? 

Problem solving is bridging the gap between the way things are and the things ought to be. Mayer (2013), suggest problems occurs when we have a goal but does not know to attain it. The reasoning process in problem solving are representing, planning, implementation, and monitoring. The knowledge required for problem solving are facts, ideas, procedures, policies and beliefs. An essential part of management role is finding ways to solve problems and being a confident problem solver is key to personal success. By having a good process, problems can be solved quickly and effectively. 

· [bookmark: _Toc27581382]Effective steps to Problem solving in Business

Professionals who are good at problem solving are valued and highly respected in every area and is a learnable trait (Zwilling, 2011). 
[image: ]
Figure 3: Steps to Problem-Solving (source: created by me, 2019)




[bookmark: _Toc27581383]Types of Decision-Making Tools and Techniques 

There are many tools and techniques available. Over time, researchers have formed and refined tools for every type of decision-making. 
The four key decision-making tools and techniques, as follows 
· [bookmark: _Toc27581384]SWOT Analysis 

One of the most powerful tools which examines the internal strengths and weaknesses of an organization, and the external opportunities and threats. Its analysis identifies resources, abilities and competitive advantages. As well as, reviewing management, production, structure, financial factors and innovation (Summut-Bonnici & Galea, 2015). SWOT Analysis is versatile tool very useful as a personal and career development strategy. 
· [bookmark: _Toc27581385]PESTLE 

(P)olitical, (E)conomic, (S)ocial, (T)echnology and (E)nvironment.
Identifying the factors involved in change, rather than solutions. Such tool is to create an understanding of the bigger picture to show all possible outcome of a decision. Furthermore, PESTLE provides awareness of the risks associated with the market growth or decline, and the potential direction the organization is heading (Hall, et al., 2008).
· [bookmark: _Toc27581386]PMI

PMI (Plus, Minus, Interesting) a strategy that entails us to look at three outlooks, the positive, the negative and the neutral (Sharma & Sassrsar, 2017).  Developed by Dr. Edward de Bono, an advocate of lateral and critical thinking. It is a brainstorming, decision-making and critical thinking tool, encourages the examination of concepts and experiences from more than one viewpoint.  The benefit of using this strategy can aid you to:
· Make quick decisions by evaluating and weighting the pros and cons
· Reflect upon a product or process 
· Explore the strength and weaknesses for future improvements
· [bookmark: _Toc27581387]PORTER’S 5 FORCE 

An economist Chappelow (2019) describes Porter’s 5 forces, to identify and analyse the five forces that molds industries and helps to understand an industry’s weaknesses and strengths. This model can be applied to recognize the level of competition within the industry and how to boost the organization long-term productivity. 
For the purpose of my report, I will be using SWOT analysis and PMI to seek a solution to the problem of Tenants/Customer Aggression within Hackney Neighborhood Office. 

[bookmark: _Toc27581388]FISHBONE CAUSE and EFFECT Analysis

The fishbone analysis (cause and effect or Ishikawa) pioneered by Kaoru Ishikawa. The fishbone diagram is a tool to identify all possible causes (input) linked with a particular problem effect (output). This then feeds down to the small number of major root causes. 
Cause: the reason why something happens
Effects: the result of something happening
The structure provided by the diagram aids team members to think in a methodical way (IlIe & Ciocoiu, 2010). It creates a picture of why a problem is happening. Furthermore, compiles a sound basis for further data gathering and required action. 

Figure 3 below illustrates the Fishbone, Cause and Effect Analysis in reference to my chosen problem. Tenants/Customer Aggression Effecting Performance (in the workplace).
[image: ]
Figure 3: Fishbone Cause and Effect Analysis (source: created by me, 2019)

Cause and Effect Analysis – Customer Aggression 
People – The Housing Managers time keeping in the mornings are not monitored. As Managers they are required to attend tenant’s association meetings which is held twice a month in the evenings. As well as, home visit to tenants. No accurate diary or record to know the whereabouts of these managers. Tenants are having to wait over 20 minutes to speak to their Housing Manager. 
Management are not very supportive or unaware of the true extent of customer aggression to frontline staff. The overall attitude is of low and can cause staff low morale, a ripple effect to tenants. 
More is needed to increase employee’s retention, high staff turnover. Tenants are noticing they are dealing with a flow of new staff.    
Poor investment in training, specifically in dealing with customer aggression or anti-social behavior training. New frontline staff are not adequately trained or mindful in dealing with challenging tenants. 
Work Processes – Demanding reception area, unable at times to complete tenants’ details after each visit. Lack of structure to complete tasks effectively. 
Minimal back office functions. Customer service officers are required to leave reception to locate file/document. 
Tenants are restricted on the amount visitor’s car parking permits and key fobs (entry door key) that a household can purchase. A lost key fob is chargeable at £20. 
Equipment – Slow internet connection can cause unnecessary waiting time. Subsequently, disturbs the loading of Housing Management system software.
Environment -   London Borough of Hackney is ethnically diverse with variation levels of deprivation and family homelessness. Minority of tenants exhibit social isolation and is detrimental for an individual’s mental health. Location can have an effect; the office is situated within a housing estate. 
People, environment, equipment and work processes are the key negative elements of customer aggression within the neighborhood office. Inevitability, staff mood and feelings impact the ability to make innovative decisions. 

[bookmark: _Toc27581389]My Proposed Solutions 

I will propose two solutions to minimize the impact of customer aggression at Queensbridge and De Beauvoir Neighborhood Office. 

Solution 1. 
Cross functional team and possible increase staff levels.  Maximum of two fixed frontline experienced customer services officers and an additional fixed customer services officers for back office duties. A housing manager positioned with the frontline staff (on a rota basis). Heavy coverage of zero tolerance policy posters to be placed in the reception area. 
Solution 2. 
[bookmark: _Hlk27293703]If budget permits, have in place security officer. As security officer will be stationary, they can assist with problematic tenants to enforce policies that are in place. 

[bookmark: _Toc27581390]Evaluation of Proposed Solutions 

As mentioned, I will be evaluating both solutions by using the decision-making techniques. SWOT analysis and PMI. 
Solution 1. 
[bookmark: _Hlk27298697]SWOT analysis 
	[bookmark: _Hlk27293577]S
Strengths
	W
Weaknesses
	O
Opportunities
	T
Threats

	Currently enough stuff members
	Lack of communication between customer services and housing managers
	Improve interpersonal relationship with both customer service officers and housing managers 
	Low staff morale  

	Experienced customer services officers 6 years plus 
	Internet can be slow – effects Universal Housing Management software
	Improve tenants and staff engagement 
	Tenants perception of services from customer services will be low  

	Housing managers can pinpoint challenging tenants
	Resistance from housing managers to be placed at reception
	Create a social and friendly atmosphere 
	High level of complaints or feedback 


Figure 4: (source: created by me, 2019)
PMI 
	PLUS
	MINUS
	INTERESTING

	Effective communication between customer services officers and housing managers, 
	Housing managers may fall behind in own workload or unmet deadlines 
	Challenging, no two days are the same. 

	Minimal waiting time for tenants to speak to housing managers 
	Housing managers too heavily involved in complex issues with tenants
	Become thick skin – remain calm and assertive. 

	Efficiency in workload between frontline staff to back office staff   
	Housing managers not keeping to rota. 
	Interpersonal relationship creates progression within the organization. 


Figure 5: (source: created by me, 2019)

Advantage: Promotes two elements in engagements. Firstly, strong collaboration between Customer Service Officers and Housing Managers in delivering a tailored service to tenants, and secondly tenants and staff relationship improve empathy. In turn, builds on rapport. Workforce productivity will be enhanced. Back office functions become streamlined and overtime invest in document management software making documents securely accessible, to minimize waiting time.  
Disadvantage: Housing Managers resistance in change. Lack of support from senior staff owing to reshuffling team members. The concept of dealing with tenants and being held accountable for inaccurate information. Tenants are likely to communicate with Housing Managers only. 

Solution 2.
SWOT analysis 
[image: ]
[bookmark: _Hlk27298809]Figure 6: (source: created by me, 2019)
PMI 
[image: ]
Figure 7: (source: created by me, 2019)

Advantage: Security officers maintain safety and protect staff in the workplace. An attentive presence of the security officer is enough to minimize tenant’s aggression. Increase productivity and efficiency.  
Disadvantage: The important element is cost; overall budget may not be feasible to have a security officer five days a week. There are a few security officers not willing to go beyond their set duties and may be difficult to communicate policies to them. Furthermore, Hackney Council may have less control of appearance or quality of security officers. 
 
[bookmark: _Toc27581391]Implementation Plan 

Implementing solution 1, I believe would be the most cost-effective way to minimize tenant’s aggression towards frontline staff and introducing cross functional team, encouraging Housing Managers to be as much in the frontline. As this will improve conceptual skills for both Customer Services Officers and Housing Managers, the ability to reason and conceptualize complex situations concerning the organization, as well as building on interpersonal relationship. Furthermore, encourage efficiency and effectiveness within the organization, as this will increase productivity, which is the core purpose of what management are striving for. 
Importantly, will increase positive emotions amongst team members have a substantial impact on staff wellbeing as well as safety, and improve customer service satisfaction. 
Figure 8 below, The proposed implementation plan for solution 1. Inspired by PERT (Program Evaluation and Review Technique) to forecast project duration by forming a timeline for identifying individual task (Milosavljievic, et al., 2010).





IMPLEMENTATION PLAN
[image: ]
[bookmark: _Hlk27398074]Figure 8: (source: created by me, 2019)

Even though this is a proposed implementation plan, we need to take in account there are going to be ‘push backs’ and we need to use judgments to determine realistic timescale. 


But in real world 
some activities have never proceeded and we 
have to use human judgment instead stochastic 
assumptions to determine activity times
[bookmark: _Toc27581392]Communication Plans to Management 

[bookmark: _Hlk27392476]To ensure the proposed plan is achievable, with the key emphasis to minimize tenant’s/customer aggression towards frontline staff. It is of importance; the relevant management of authority is supporting the proposed cross functional team at Queensbridge and De Beauvoir Neighborhood Office (South Hackney). The transition would happen June 2020. I feel this date is realistic, as it would enable us to have a structure in place. 
At Queensbridge and De Beauvoir Neighborhood Office, the Middle Managers are the individuals who manages the work of First-Line Managers. The key decision makers are the top Directors/Executives who are responsible for making organization decisions, establishing plans and goals that affect the entire organization. Clearly, we need to engage fully with the top Directors /Executive’s high level of interest and power. Effective communication is paramount and great care is required over relationships with Directors.  
Figure 9, figure 10 and Figure 11 below, give an illustration of levels of management and the proposed communication plan. Notably to develop trust and transparency.
[bookmark: _Hlk27398229][image: ]
Figure 9 Levels of Management: (source: created by me, 2019)

Communication Plan 
[image: ]
[bookmark: _Hlk27475150]Figure 10: Communication Plan: (source: created by me, 2019)

[image: ]
Figure 11: Communication plan to Directors: (source: created by me, 2019)




[bookmark: _Toc27581393]Review and Monitoring  

The proposed plan is now in progress, in figure 12 below exhibits the monitoring plan. By using the negative and positive scale indicates the concurrent control, that provides Middle Line Managers and Directors immediate feedback.  
Monitoring Plan before proposed plan.
[image: ]
[bookmark: _Hlk27471899]Figure 12. Monitoring Plan (source: created by me, 2019)

Figure 13 below, The proposed Plan. From reviewing the monitoring plan, it had been relatively slow to implement, due to the Housing Managers getting familiar to their additional duties, as a frontline specialist. They have a degree of authority to supersede some policies with valid reasons, and to accept accountability. Training on anti-social behavior had been well received, how to tackle complex problems with early intervention. However, continuous training is still essential.
Notably, the proposed plan has delivered in what we wanted to achieve, to minimize tenants/customer aggression by introducing a cross functional team, improving the interpersonal relationship between Customer Services Officers and Housing Managers to create effective work productivity, and provide an outstanding tenant satisfaction. 
[image: ]
Figure 13. Monitoring Plan (source: created by me, 2019)

[bookmark: _Toc27581394]Conclusion 

All things considered, every thriving organisations are looking at ways to be bigger and better therefore, problem-solving and decision-making abilities is an ongoing process. It enables us to become clearer innovative thinkers. Confidence in decision-making and problem-solving is at the apex within an organisation, it demonstrates your ability to consider every position as your own, a ‘can do’ attitude and can see the bigger picture. An opportunity for employees or professionals to be perceived as adaptive and innovative decision-makers, heading up the career ladder.
Importantly take full responsibility, at times decision-making and problem-solving may fail.  Fostering the mentioned techniques or tools of decision-making will be the driving force in finding ways to an effective solution, by standing firm is the foundation of a good leadership.  
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Strategic Decisions (Senior Level)
creating company mission and key objectives
next course of action to be taken
complex and non-routine


Tatical Decisions (management level)
medium term and less complex 



Operaterional (supervisory level)
Routine day to day decisions
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Effective Steps t o Problem - Solving  

1  Define the problem clearly, a small problem becomes a big problem   

2  Look at all angles, the more ways a problem is defined   the best solution is developed    

3  Question the cause of the problem , find the root cause   

4  Identify multiple solutions  

5  Prioritize potential solution, a short - term solution which is workable for now    

6  Make a decision, select best solution and decide the next course  

7  Allocate responsibilities, delegate who will carry out different elements of the solution    

8  Measure and elevate the solution , there is no way   knowing the problem  has been  resolved.   
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S   Strengths  W   Weaknesses  O   Opportunities  T   Threats  

Sec urity officer   presence  indicates authority  Security officer   not  available   for the  whole  week  Training on policies  Failure to act quickly   

E nsure  safety  for the  employees     Not co - operative with  employees  –   minimal  communication  Recognizes   challenging  tenants    The cost   

Enforce policies if it is  not  adhered   to  Not attentive  –   distract ion   Effective  communication    Demand  by  Hackney  Council  to high.   
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PLUS  MINUS  INTERESTING  

Build rapp ort with staff   S ecurity officers are fix  on their  duties  As employees we are grateful for  the security officer , making us feel  comfor table and safe  in the  workplace .   

Professio nalism   M is - understood   –   language  barrier   E nhances  observation  abilities   

Hi gh ly experienced   Likely to be bored   
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Action  Re sponsible  Priority  S tatus  Start Date  End Date   Notes   

Staff meeting  of  propose  ‘ Pilot ’   cross functional  team  All  Lines  Managers  High  Approved  Oct 2 019  Oct 2019  Both  Line  managers ,  ensure all  team mem bers  are full y  prepared  

Re cruit an  additional  Custom er  Services Officer  All Line  Managers  High  Ongoing  Oct  2019  O pen  Experienced  officer  required for  frontline and  back office  function  

Initial   discussion with  Housing  managers of  proposed  plan    Middle   Manager   of  Housing  Managers   High  Ongoing  Oct  2019  Oc t 2019  Lengthily  discussion  owing to  resistance    

Training  –   all  staff members  Anti - Social  Behavior   All Line  Managers   High  Approved   Nov 2019  Nov 2019  A nti - Social  Behavior   team  to impl ement  and conduct  training   

Devise  weekly  Rota    First Line   Managers   Med ium  Pending  Jan 2020  Jan 2020  Need to  consider  annual leaves,  Rota   to be  communicated  to all  team  members for  f eedback  

Z ero - Tolerance  poster/mater ials    Fi rst Line  Man ager for  Customer  service  officers  High  Approved   Dec   2019  De c   2019  Res ource  team   have  prepared and  will deliver  December 17  2019.  
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With Whom  Fr equency   Proposed Dates   

  September 2019  

First  L ine  M anagers,  M iddle  M anagers  and  C ustomer  S ervices  O fficers  Tw ice   Staff meeting introducing the proposed  cross functional team  ‘Pilot ’  

First  L ine  M anagers,  M iddle  M anagers  and  H ousing  M anagers   O ng oing  meeting   Staff meeting and feedback  –   proposed  cross functional team ‘Pilot’   (possible  resistance)  

  

  September / October 2019  

All  F irst  L ine  M anagers and  M iddle  M anagers of  C ustomer  S ervices  O fficers and  H ousing  M anagers   Ongoing  with a final  propos al plan to  present to Directo rs   Collate feedback from both meetings  review and address issues, Preparation  for Directors monthly meeting  

   

  

  November   2019  

First  L ine  M anagers,  M iddle  M anagers,  C ustomer  S ervices  O fficers  and  H ousing  M anagers   Once   2 nd   staff meeting, to review concerns and  engage with team members how we can  work together to implement an effective  cross functional team  
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Middle Line Managers and Directors Communication P l an  

Management  Power/Interest  Key Issues  Communication  ve hicle  Frequency  Com ments  

Directors   responsible  for   making  decisions  for the  entire  organizations    M inimize   tenant’s   aggression    Face to Face       Email report  Once        Comprehensive  report of  proposed plan   Proposal meeting  –   influence  Directors to  invest heavily on the  concept   

All First Line  Managers and  Middle Managers   Implement s  decision s   R esolve   a ny  concerns from  the D irectors  meeting   Face to  Face   O ngoing   Directors requires  an   analytical   report based  on  tenants’   traffic and  complianc e risk report   
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 N u mber of tenants  seen befo re  proposed changes  Tenant s / C ustomer  reactions    (Negative or  Positive   1 to 10 )  Reason s  

Ja n    90  - 10  R enewal  of car   parking p ermits , waiting  time increased   –   frustration   am ongst tenants   

Feb    80  -   9  Te nant was not ha ppy with a complaint  –   repair  issue ,   general   queries from tenants   

Mar  100  -   7  A   ten ant very  irate   lack  of communication  from housing manager  owing to housing  issue . Posters making  differen ce   –   sense  of  control    

Apr  120  -   10  Easte r approaching , high dem and of  visitor’s   car parking permits  –   tenants  frustrated over  quotas .    

May  70  - 6  S hort  staff du e to   training   and a new  member  starting   –   shadowing , busy month  with regards to  impl ementation   plan   in  progress   
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 Num ber of  ten ants seen  –   P l an in place   C ross  fun ctional team  Tenants / Customer  reactions   (Negative or Positive 1 to  10)  Reasons  

Jun  60  - 1  T eething  period ,   housing ma na gers  get ting   use   to   fro nt line   role , weekly  Rota   has helped   with  visibility   and  managing the  reception area   

Jul  50  +5  A great improvement , te nants are  pleased   with  the  continuous   flow  

Aug  50  +4  Housing managers  have eased into   new concept ,  a clear di fference in  how  tenants’   approach   fron tline   staff   –   still  a minority of tenants which are  challenging .     

Sept   70  - 1   W eekly  Rota  schedule ha d   to  be  amended;   a   h ousing manager  was  on   sick leave  thi s cause a little frustration  as  3 days without   the assistance of  housing manager .   

Oct  80  +3  The re lationship with   housin g  manager ha s greatly improved ,  difference in productivity ,  communication and efficie n cy .   
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