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[bookmark: _Toc950637563]1. Introduction 
Professionalism in all fields involves much more than just technical expertise; it also calls for integrity, effective communication, emotional intelligence, and the capacity to create inclusive and respectful working relationships. The SMART Engineering case study demonstrates the substantial influence of these elements in a high-stakes project setting, showing how prejudice, inadequate communication, and a lack of responsibility may undermine confidence and harm connections between businesses.
In this specific case, Dr. Alice Parker, a senior engineer in charge of a cross-functional team working on the development of a new electric vehicle, encounters exclusionary behaviour, persistent gender and affinity bias, and the weakening of her professional authority. These difficulties result in poor cooperation, missing deadlines, and eventually the loss of qualified employees, outcomes that could have been avoided with improved leadership and professional practice.
While recognising that this case study takes place in an engineering setting, the underlying problems are highly relevant to my work as a rent officer. Effective communication with colleagues and service users, professional dispute resolution, responsibility, and upholding integrity in decision-making are all necessary for my role. I frequently come across circumstances when professionalism, justice, and ethical judgement must direct encounters and impact results, just like Dr. Parker did.
Using five key areas self-management, personal, cognitive, and unconscious bias, accountability and authentic behaviour, interpersonal relationships, and professional integrity, this assignment critically assesses the professional practice displayed in the SMART Engineering case. The study finds insights that I may apply to my own professional environment by drawing on appropriate research and using theory to assess other team members' professional practices critically, highlighting both their strengths and areas where subpar work led to unfavourable results. A reflection on personal learning and a development plan detailing how I hope to improve my abilities as a rent officer through continued professional development and ethical awareness close the report.
[bookmark: _Toc143679428]2. Overview and Critical Analysis of the Case Study 

The cross-functional team in charge of creating a new electric car is the focus of the SMART Engineering scenario. An atmosphere of conflict and mistrust developed over time because of growing tensions, poor communication, and unresolved bias. Significant delays developed as the project moved forward, in part because upper management neglected to deliver promised resources and interacted directly with the team without the project lead's awareness. In addition to undermining established reporting lines, this made individuals trying to properly manage the project feel disempowered.
Female engineers on the team, notably Dr. Alice Parker and her wife, complained that their contributions were often disregarded and underappreciated during meetings. Patterns like not being asked to participate in talks and seeing male coworkers get credit for work they hadn't done served to further solidify this feeling of exclusion. These actions led to a sense of unfairness and invisibility, which in turn caused cautious communication, knowledge hoarding, and decreased teamwork. Beyond interpersonal annoyance, the organisation saw a decline in collaboration among employees, an increase in stress as deadlines drew near, and the eventual resignation of two highly skilled engineers, which resulted in both talent loss and possible reputational problems.
Even if many of Dr. Alice Parker's experiences point to real organisational problems, some conclusions are based more on opinions than on factual data. She claims, for instance, that coworkers mutter or stop talking when she walks into a room, but there is no proof that these actions were expressly intended for her. This distinction is important because it highlights the significance of confirmation bias, in which preexisting sentiments of exclusion influence how later occurrences are interpreted, and attribution bias, in which people infer bad intent in ambiguous situations (Shenoy, 2021). Additionally, employees are more likely to perceive vague or ambiguous behaviour as intimidating or exclusive in environments where psychological safety is lacking (Buvik & Tkalich, 2021).  Professional interactions and decision-making were complicated by this reliance on perception rather than confirmed knowledge, highlighting the significance of objective evidence in assessing team performance and accountability. A more impartial and thoughtful assessment of events is made possible by acknowledging this discrepancy between observable behaviour and subjective perception. This is especially important in frontline positions like housing, where objectivity is crucial.
Organisational and behavioural theory can help us understand the situation's underlying causes. In this instance, affinity bias seemed to help male engineers and marketing experts, as their opinions were given more weight in meetings. The escalation of the situation is further explained by leadership theory. Effective leaders encourage open communication, empowerment, and inclusion (Northouse, 2021); nevertheless, senior management damaged confidence by ignoring communication standards, and the team leader failed to step up when some voices were marginalised. The declining environment is also clarified by motivation theory. Self-Determination Theory Deci & Ryan (2020) holds that for people to flourish, the fundamental psychological demands of relatedness, competence, and autonomy must be satisfied. These demands were consistently violated: female engineers were shut out of conversations, managerial meddling eroded autonomy, and a "us against them" mentality destroyed team cohesiveness.
The breakdown is further explained by communication frameworks. The Shannon-Weaver model emphasises how "noise" in this case, presumptions, prejudice, ineffective leadership, and inconsistent messaging can skew communication and erode relationships. Misunderstandings were frequent and trust was weak due to a combination of structural problems, interpersonal conflict, and cultural dynamics.
Frameworks for reflective practice provide more context for understanding and learning from the event. While Gibbs' reflective cycle highlights the significance of recognising emotions, assessing actions, and identifying alternative ways, Kolb's experiential learning cycle pushes people to transition from real experience to reflective observation and conceptual comprehension. According to Schön's theory of reflection-in-action, professionals need to be able to modify their thoughts and actions as circumstances change. This team seemed to lack this ability because of stress, prejudice, and communication obstacles.
Overall, a complicated combination of prejudice, inadequate leadership, poor communication, and a psychologically unhealthy workplace atmosphere led to the occurrences in this case. Acknowledging both the genuine experiences of individuals who experienced discrimination and the interpretive biases that might have influenced their perspectives offers a well-rounded basis for proceeding with a critical assessment of professional practice in each of the five major areas.





[bookmark: _Toc2062180611]3. Critical Evaluation of Professional Practice 
[bookmark: _Toc222393570]3.1 Self-Management 
The ability to control feelings, handle stress, stay focused, and prioritise tasks, especially while under pressure, is referred to as self-management. Effective self-management is mostly dependent on emotional intelligence (Goleman, 1998) and self-regulation, which allow professionals to react to problems constructively rather than impulsively. Self-management was not consistently displayed by the team in the case study. Several people responded more emotionally than strategically as project pressures grew. In this case, senior management made the reactive choice to speak with employees directly rather than through the project lead, probably due to growing concern over missed deadlines. The team's structure and trust were undermined by this activity, which shows a lack of emotional control.
Additionally, Dr. Parker struggled with self-management; her reaction, such as withholding project information out of concern that it will be misused, demonstrated defensive emotional management rather than proactive problem-solving, even though her irritation was understandable. People frequently exhibit self-protective behaviours in situations when psychological safety is poor (Edmondson, 2021), which may unintentionally increase mistrust and communication breakdowns. There were serious repercussions, including decreased teamwork, knowledge hoarding, and strained relationships with colleagues.
Effective self-management is crucial, especially when dealing with difficult tenants, disputes, or emotionally delicate circumstances, as I observe in my own duties as a rent officer. For instance, I can defuse tension and find solutions by being calm and employing active listening when dealing with a tenant who is unhappy about rent that is owed. The story highlights how important emotional intelligence is to avoiding dispute escalation and upholding professional credibility, particularly while under stress.

[bookmark: _Toc460939016]3.2 Personal, Cognitive, and Unconscious Bias 
Cognitive shortcuts like attribution bias, confirmation bias, gender prejudice, and affinity bias are examples of bias that can be either conscious or unconscious. Automatic and inadvertent presumptions that affect judgement are referred to as unconscious bias (Kahneman, 2021). Several biases seemed to affect behaviour and decision-making in the case study. The frequent exclusion of female engineers from meetings and the invitation of male colleagues to speak on projects headed by women were clear examples of gender bias. This is consistent with research findings that women's contributions to STEM professions are frequently underappreciated (Shenoy, 2021). Additionally, team members exhibited affinity bias, favouring coworkers with comparable professional backgrounds, which reinforced the in-group and out-group dynamics outlined in social identity theory (Tajfel & Turner, 1986).
The interpretation of situations was also influenced by bias. In the absence of objective proof, Dr. Parker's opinion that coworkers muttered when she entered a room might be true, but attribution bias might have influenced how she saw the situation. Employees are more likely to assume bad intent in unclear encounters when psychological safety is poor (Buvik & Tkalich, 2021). Reduced team cohesion, unequal recognition, and exclusion were the results of these cumulative biases.
The case emphasises the significance of ongoing self-reflection to minimise the impact of unconscious bias in professional decisions. As a rent officer, I must ensure that all tenants are treated fairly, regardless of background, behaviour, or personal circumstances. As an example, when assessing support needs for a tenant with repeated arrears, I use structured assessment tools to avoid allowing assumptions about non-payment to overshadow underlying causes.
[bookmark: _Toc1096439252]3.3 Accountability and Authentic Behaviour 
According to Northhouse (2021) accountability in professional settings entails accepting responsibility for decisions, acts, and results, while genuine conduct entails transparency, honesty, and harmony between ideals and actions. Professional bodies' codes of conduct, such as the CIH Professional Standards (Chartered Institute of Housing CIH, 2022) or the CMI Code of Conduct (Chartered Management Institute [CMI], 2021), highlight accountability as a crucial need for moral behaviour.
Accountability was clearly missing from the case study. Senior management eventually blamed the technical team for delays after failing to provide promised resources. In addition to eroding trust, this avoidance of accountability fostered a culture in which responsibilities were viewed as optional. By refusing to step up when female engineers were sidelined, James Parker also failed to exhibit true leadership. His silence demonstrated a lack of moral decency, which is a crucial element of genuine leadership, and encouraged the acceptability of discriminatory behaviour.
Dr. Parker's responsibility was more complicated. Despite her best efforts to lead the project responsibly, her fear-driven decision to suppress information jeopardised the cooperative responsibility required of project teams. These illustrations show how accountability must function at the individual and organisational levels to guarantee moral effective performance.
Accountability is essential for my job as a rent officer. I have to make sure that choices regarding arrears, payment schedules, and enforcement actions are well-documented and consistent with policy. For instance, to maintain openness and fairness, I document the reasoning for my approval of flexible payment arrangements. The case study emphasises how crucial it is to take responsibility for decisions and behave in a way that upholds professional standards.
[bookmark: _Toc338768768]3.4 Interpersonal Relationships 
Communication, cooperation, empathy, and conflict resolution are essential for successful interpersonal interactions. Interpersonal interactions in the engineering team significantly declined as communication patterns grew defensive and trust diminished. While male coworkers either profited from or tolerated the current dynamics, female engineers felt marginalised, silenced, and underappreciated. Conflict could not be resolved in a productive way because of this lack of open communication.
By weakening established communication channels and causing misunderstanding, management interference that bypassed the project led to even more strained relationships. The team became divided into isolated subgroups as tensions increased, which was indicative of ineffective conflict resolution and a lack of group problem-solving. Project delays, decreased motivation, and the final resignation of important employees were all directly caused by these interpersonal breakdowns.
Maintaining solid interpersonal relationships is essential in my line of work. For instance, I utilise straightforward communication and active listening to establish connection and guarantee understanding while helping a tenant who is vulnerable. Maintaining cooperative relationships with coworkers from the housing, benefits, and other departments guarantees consistent messaging and prevents inconsistent communication. The case study highlights the negative effects of poor interpersonal skills and the significance of developing courteous and encouraging work interactions.
According to Tuckman's (1965) stages of group development, the team seems to be stuck in the "storming" phase, which is marked by conflict, divides, and poor trust, which helps explain the breakdown in team cohesion. The Johari Window paradigm (Luft & Ingham, 1955) emphasises interpersonal blind spots, which could have assisted team members in realising how their actions excluded coworkers and compromised teamwork. It's possible that the implementation of organised communication techniques, such as frequent inclusive meetings and feedback sessions, decreased miscommunication and encouraged more egalitarian involvement. These techniques are also applicable to my job as a rent officer, where relationships with coworkers and clients may be improved through mediation, active listening, and clear communication.
Importantly, the actions of coworkers who condoned or disregarded discriminatory practices show a lack of compassion and unity among the team. If I were in a similar situation, I would actively promote inclusive communication and motivate everyone on the team to participate and, and step in when unfair behaviour takes place to make sure that everyone's efforts are recognised.

3.5 Professional Integrity 

Acting with honesty, fairness, ethical judgement, and consistency between principles and actions are all considered aspects of professional integrity. It is a fundamental component of all professional norms of practice and serves as the foundation for trust within groups and companies. If Dr. Parkers comments were substantiated via a full investigation, then professional integrity was frequently violated in the case study. A blatant violation of justice and openness is demonstrated by the incorrect attribution of the work of female engineers. Senior management's disdain for ethical duty is further demonstrated by their refusal to fulfil resource obligations. These actions undermined trust and fostered an environment within the company where disrespect and inequity were openly permitted.

In addition, Dr. Parker's professional integrity was called into question. Although emotionally sympathetic, her choice to conceal project details went against the standards of transparency and cooperation. This demonstrates how psychological safety affects the capacity to uphold integrity under pressure; even professionals with the best of intentions may act unethically when they feel anxious.
Professional integrity is essential to decision-making in my position. I must act impartially and make sure my choices are clear and supported by evidence, whether I'm evaluating arrears cases, negotiating repayment arrangements, or handling tenant complaints. Maintaining integrity guarantees that my work is consistent with corporate values and builds trust with tenants, colleagues, and external stakeholders.



[bookmark: _Toc1350172982]4. Personal Reflection and Alternative Approaches 
The case study offers an excellent opportunity to consider how I would react in a similar difficult situation and how the lessons can improve my work as a rent officer. Leslie (2023) emphasises that team performance and employee wellbeing are still negatively impacted by workplace exclusion, bias, and poor communication, as the situation makes evident. By thinking about these problems, I can think about different strategies and areas where I might do better in my own position.
My feelings in response to Dr. Parker's experience of bullying and discrimination are consistent with Roberts and Mayo's (2022) assertion that identity threats occur when people feel disregarded or undervalued. It was unsettling to read about managers undermining her function and ignoring her knowledge, as it reminded me of instances in my own work where employees felt ignored. This highlights how crucial it is to be fair and emotionally aware while working with different groups of people.
This was evident when senior management neglected to address growing interpersonal tensions, disregarded communication rules, and failed to provide promised resources. Considering this, I want to uphold professional standards and fairness by striking a balance between firm involvement and open communication. To prevent similar misunderstandings in my work as a rent officer, I rely on open communication, policy clarification, and accurate recordkeeping. While these practices are strengths, the case demonstrates the need to be more assertive when confronting inappropriate behaviour.
[bookmark: _Int_ykTCto46]According to Newman et al. (2021), psychological safety declines when workers are afraid to speak up, which is consistent with Dr. Parker's hesitation to make an open contribution out of concern for credit theft or termination. The social identity theory of Tajfel and Turner (1986) also contributes to the explanation of how the team broke up into smaller groups, perpetuating a mentality of "us versus them." These frameworks emphasise the significance of fostering an inclusive and equitable environment, which is something I actively attempt to uphold in my position by employing evidence-based decision-making and making sure tenants get the explanations behind rent calculations.
According to Dobbin and Kalev (2022), bias frequently endures because organisations do not incorporate accountability measures. This reflects the circumstances in the case, where prejudiced actions, rumours, and the marginalisation of female engineers were not addressed by any organised intervention. This realisation highlights how crucial responsibility is to my work, especially when managing delicate situations with landlords and tenants.
If I had been Dr. Parker, I would have acted sooner by recording incidences and formally bringing up issues with top leadership or HR. Men and Yue (2022) demonstrate how proactive, transparent communication from leaders enhances team cohesion and lessens conflict principles I use when resolving tenant-landlord disputes. My goal is to further reinforce the principles of clarity, fairness, and honesty.
The significance of early intervention, assertiveness, and confronting exclusionary behaviour are the key conclusions from that viewpoint. I intend to continue practising reflective practice as advised by Moon (2022), improve my conflict-resolution abilities, and take part in additional training on identifying and controlling unconscious bias to help my future development. Gaining these abilities will enable me to communicate with coworkers and tenants in a more inclusive, equitable, and productive manner.


[bookmark: _Toc1577983131]5. Personal Development Plan 
To improve my professional practice as a rent officer, I identified three main development goals based on the critical appraisal and personal reflection: strengthening self-regulation and emotional intelligence, improving communication under pressure, and increasing bias awareness (Appendix 1).



[bookmark: _Toc902710005]6. Conclusion 
In summary, the case study has demonstrated the effects of prejudice, inadequate communication, and a lack of accountability on professional practice and team dynamics. I've been able to assess how these difficulties impact people and organisational outcomes through critical reflection, and I've been able to think about different, theoretically based strategies. By relating these realisations to my work as a rent officer, I have identified important areas for improvement, such as emotional control, communication under duress, and prejudice awareness. The suggested Personal Development Plan offers an organised framework to improve professional competence, promote inclusive practice, and guarantee moral, responsible, and productive relationships at work.
This case illustrates how bad professional behaviour, such as a lack of accountability, exclusion, and poor communication, has real repercussions for project success and team cohesion.
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[bookmark: _Toc1532096670]8. Appendices
Appendix 1 PDP Plan 
	Learning Objective
	SMART Action Steps
	Support / Resources Needed
	Time frame
	Review / Success Measure

	1. Improve awareness and management of personal and unconscious bias
	-Attend training workshops on unconscious bias and diversity.
-Reflect on decision-making in challenging tenant cases.
Discuss learning with supervisor
	Participate in peer discussion groups, keep a reflective journal, and enrol in an online course.
	Feb 2026
	Completion of training, documented reflections, supervisor feedback on unbiased decision-making

	2. Enhance communication under pressure
	- Participate in conflict resolution and assertive communication workshops
- Role-play difficult tenant scenarios with colleagues
- Apply active listening techniques in real cases
	Participate in role-playing exercises, attend conflict resolution training, and get input from your line boss and coworkers.
	March 2026
	Positive feedback from tenants and manager, reduced complaints, documented successful interventions

	3. Strengthen self-management and professional integrity
	- Practice stress management and reflective techniques
- Maintain accurate records of decisions and reasoning
- Seek feedback on handling complex or emotional cases
	Take part in emotional intelligence and mindfulness training, use stress-reduction strategies, and write in a reflective diary.
	April 2026
	Evidence of calm, professional responses in high-pressure situations, accurate case records, supervisor evaluation
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