
	
	
	




[image: ]


	[bookmark: _Toc637218526]Applied Leadership and Management in the Workplace
[bookmark: _Toc228460366]Module Assignment Submission


	
Student Name
	
Hayley James


	
Student number
	
2420251


	
Module No:

	
BMSK4014

	
Module Title:
	
Problem Solving and Decision Making










[bookmark: _Toc635872303]Statement of Authenticity
In this assignment, I have used AI - Chatgbt to create a structure and to check my assignment.


















Table of Contents

1. Define the complex problem .................................................. 4

2. Analyse the problem .................................................................6

3. Proposed alternative Solutions ................................................9

4. Evaluate options using decision making techniques ............12

5. Implementation Plan ..................................................................15

6. Communicate the plan to stakeholder .....................................16

7. References ................................................................................... 20

8. Appendices .................................................................................. 21
















[bookmark: _Toc677991463]1. Define the Complex Problem 
1.1 Definition of the problem
A major and expanding problem in the council housing service is the fact that many tenants who do not receive Housing Benefit or the housing component of Universal Credit are not making their rent payments on time or at all. Tenants in this category may be self-employed, have low-paying jobs, or have just stopped receiving assistance. These people are under a lot of financial strain due to the lack of financial assistance for housing costs, which frequently leads to rent arrears and a higher chance of a tenancy breakdown.
The fact that there is no single reason for this issue adds to its complexity. It is caused by a combination of systemic shortcomings, personal circumstances, governmental restrictions, and financial hardship. Arrears mainly affect low-income tenants who earn slightly more than the welfare level, according to the Joseph Rowntree Foundation (2023), underscoring the need for focused interventions. Additionally, interventions necessitate collaboration between several departments (housing support, income recovery, benefits advice), which makes resolution more challenging and costly to implement. Some renters are particularly vulnerable but not eligible for assistance because they are just above the benefit level but nonetheless have uncertain finances.
1.2 Scope
Tenants in general needs council housing who do not now receive direct housing-related financial assistance are the main victims of this problem. They might be recently removed from benefits or working adults with low or variable salaries. Many people lack basic financial knowledge or are not aware that paying rent should come first.
Although the problem's intensity varies by estate or ward, it is common throughout the entire city. The quantity of tenancies facing potential enforcement action has consistently risen, straining the resources of revenue recovery and tenancy sustainment teams.
1.3 Impact
The implications of this issue are extensive:
· Individuals must deal with the psychological strain of financial difficulties, possible legal action, and the possibility of being evicted. Homelessness may also result from this, particularly for renters without a support network.
· For housing staff, the time spent pursuing arrears limits the ability of housing personnel, particularly rent officers, to perform proactive or support work. 
· For the wider organisation, continuing arrears cut rental income, which affects cash flow and restricts the council's capacity to reinvest in services or housing stock.
· Socially there are wider financial and reputational consequences associated with failed tenancies because they place more strain on local social assistance, temporary housing, and homelessness agencies.
1.4 Constraints
Several major obstacles limit efforts to address this problem: 
· Budget: There is not enough money for proactive help or financial guidance interventions, and council services are already overburdened. 
· Time and capacity: Due to their frequently heavy caseloads, rent officers are unable to offer early support. 
· System limitations: Timely intervention may be hampered by sluggish or restricted data sharing between departments. 
· Leadership prioritisation: Conflicting priorities within the housing department could cause creative solutions or cross-team action plans to be delayed.










[bookmark: _Toc197732755]2. Analyse the Problem
Analysing the root causes is crucial to comprehending and resolving the growing rent arrears among tenants who do not get housing benefits or the Universal Credit (UC) housing element. This seems to be a financial problem at first, but further investigation shows that it is impacted by several interrelated social, economic, and organisational issues.
The root causes have been investigated using a variety of problem-solving techniques, such as brainstorming, mind mapping, the Fishbone (Ishikawa) diagram and the 5 Whys technique.
Brainstorming
In the early stages of brainstorming, which is a creative problem-solving technique, participants produce several ideas without passing judgement. It is perfect for finding a variety of alternative answers because it promotes open conversation and creativity. Many ideas were generated during this session highlighting there is no specific answer to the complex question (appendix 1). Brainstorming, which suspends judgement and fosters creativity, is an organised method of producing ideas rapidly, either individually or in a group. It is employed to resolve issues, inspire creativity, and open up new viewpoints, particularly in ambiguous or complicated settings (What Is Brainstorming? Types, Techniques and How to Do It, 2025).
Mind mapping
According to Mindmaps (2024) a great tool for organising and developing ideas and information visually is mind mapping. A visual technique for arranging and tying concepts together around a main issue is mind mapping. It was used to classify important themes that contributed to rent defaults, including lack of tenant awareness, policy restrictions, communication breakdowns, and financial difficulties. This method helped highlight areas that needed focused activity and made complex relationships easier to understand (appendix 2).
Fishbone/Ishikawa
A cause-and-effect tool called the Fishbone Diagram employs categories including financial, legal, housing and behavioural to visually classify possible root causes (Ishikawa, 1986). Multiple underlying concerns were identified with this measure, including inadequate tenant communication, job losses and irregular income, poor budgeting skills and court delays. Mapping these factors made it clear that a combination of actions would be required; a single remedy would not be adequate (appendix 3).

5 Whys
According to Hamid (2025) when a problem persists, it typically indicates that the underlying reason is still present. By repeatedly asking "why" until you identify the underlying cause of the problem, the 5 Whys method assists you in going deeper. 
· Why is the tenant in arrears?
 Because they have not paid rent for three months.
· Why haven’t they paid rent?
 Because they are struggling financially and prioritising other bills.
· Why are they prioritising other bills?
 Because they do not receive housing benefit and lack budgeting skills.
· Why don't they receive housing benefit or the UC housing element?
 Because they are working part-time and their income is just above the threshold.
· Why haven’t they sought financial advice or support?
 Because they are unaware of support services or believe they won’t qualify.
2.1 Root Causes
The following underlying causes have been found using data and analytical tools: 
· Tenants who are struggling financially but slightly above welfare thresholds.
· Poor financial literacy, particularly in relation to rent commitments and setting priorities for payments.
· Failures in communication: tenants are unaware of where to seek assistance or do not completely comprehend contracts. 
· Housing teams' inadequate early intervention due to reactive systems or personnel shortages.
· Tenants are reluctant to seek assistance due to social stigma or mental health concerns. 
In addition to raising rent arrears, these underlying issues are threatening the sustainability of tenancies, which raises the likelihood of evictions and adds to the council's expenses. Potential remedies to deal with these related problems will be examined in the following section.
2.2 Evidence from workplace data
Internal housing data analysis reveals that: 
· Many tenants who are behind on their rent are unemployed and in low-income jobs, making them ineligible for UC housing assistance. 
· The likelihood of an early resolution is decreased because the first arrears contact frequently occurs weeks after rent is missed. 
· Compared to those receiving full housing benefit, tenants without benefit support are over-represented in eviction proceedings, suggesting a higher likelihood of tenancy failure. 
The conclusion that early intervention, improved financial education, and focused engagement techniques are required to effectively address the issue is supported by this research.











[bookmark: _Toc91146960]3. Proposed Alternative Solutions 
To address the problem of rent arrears among tenants who do not get Housing Benefit or Universal Credit housing element, the following solutions are suggested, based on the study in the prior section and the fundamental causes found:
[bookmark: _Toc220158694]Solution 1: Targeted Financial Support and Early Intervention Scheme
Description:
Provide a short-term payment assistance program or discretionary hardship fund for tenants who are financially insecure yet barely above the Housing Benefit or Universal Credit level. Officers can take proactive measures by combining this with an early intervention approach that lowers the bar for arrears triggers.
Resource Implications:
This approach would need setting aside money for the fund, educating employees on the requirements for eligibility, and perhaps recruiting a second officer to oversee early intervention.
Risks and Barriers:
· The availability of limited funds may limit coverage.
· Tenants who perceive the program as a long-term subsidy run the risk of becoming dependent.
Alignment with Root Cause:
Provides prompt assistance to close revenue gaps and stop arrears from growing.
[bookmark: _Toc1491103022]Solution 2: Financial Literacy and Tenancy Education Programme
Description:
At the beginning of renting contracts, provide required workshops or online courses for renters that emphasise budgeting techniques, rent responsibilities, and obtaining assistance services. Interactive videos and budgeting programs are examples of digital technologies that can improve participation.
Resource Implications:
Expenses include maintaining an internet platform, hiring financial literacy instructors, and producing digital material.

Risks and Barriers:
· Due to stigma or time constraints, some tenants might not want to participate.
· Tenants who do not have internet access are excluded from digital content.
Alignment with Root Cause: 
Supports sustainable tenancies by addressing inadequate financial literacy and misconceptions about tenancy duties.
[bookmark: _Toc1725412682]Solution 3: Enhanced Communication and Support Mechanisms
Description:
Rethink communication tactics to incorporate a dedicated tenant helpline, bilingual assistance, and streamlined tenancy agreements. Establish a tenant portal with real-time rent updates, notifications of arrears, and support services.
Resource Implications:
The initial outlay for translating and developing the portal, as well as continuing staffing for client support.
Risks and Barriers:
· Initial expenditure on IT infrastructure.
· Employees must be trained to use the new systems.
Alignment with Root Cause:
Reduces misunderstandings that result in arrears by addressing communication breakdowns and information accessibility issues.

[bookmark: _Toc1556751357]Solution 4: Mental Health and Wellbeing Support
Description:
Collaborate with local mental health organisations to offer confidential therapy and campaigns to lessen stigma. Establish a "safe contact" policy that allows renters to ask for assistance without worrying about being evicted.
Resource Implications:
Awareness campaigns, staff time for referrals, and partnership agreements.
Risks and Barriers:
· Reliance on the capabilities of outside entities.
· Tenant resistance to participation because of privacy issues.
Alignment with Root Cause:
Addresses the challenges to mental health and social stigma that keep tenants from seeking assistance.
[bookmark: _Toc670392983]Solution 5: Workforce Capacity and Reactive System Overhaul
Description:
To enable early detection and proactive engagement, hire more people for housing income teams or use AI-driven arrears monitoring systems.
Resource Implications:
Expenses for hiring new employees or spending money on staff training and technology.
Risks and Barriers:
· Financial limitations may limit hiring or the use of technology.
· Staff members' resistance to adopting new technology.
Alignment with Root Cause:
Focusses on systemic constraints and insufficient early intervention.
The identified core causes are financial vulnerability, lack of education, poor communication, stigma and systemic inefficiencies, which are directly addressed by these solutions. The council can develop a comprehensive plan for lowering arrears and maintaining tenancies by putting in place a mix of structural, educational, and financial measures.


[bookmark: _Toc400442872]4. Evaluate Options Using Decision-Making Techniques 
Grid analysis and cost-benefit analysis were the two decision-making strategies used to determine the best option. These techniques guarantee that the decision strikes a balance between impact, cost, and practicality and enable formal evaluation against important organisational priorities.
The following standards were chosen because they were thought to be particularly relevant to organisational goals and resource constraints:
· Cost (25) – Value for money within council budgeting procedure.
· Time to Implement (20) – Implementation speed to quickly lower arrears. 
· Effectiveness (35) – The capacity to maintain tenancies and drastically lower arrears. 
· Feasibility (20) – Practicality considering existing systems, staffing, and resources. 
Weightings Total = 100

4.1 Grid Analysis

	Solution
	Cost (25)
	Time (20)
	Effectiveness (35)
	Feasibility (20)
	Total (100)

	1. Financial Support & Early Intervention
	18
	16
	28
	16
	78

	2. Financial Literacy Programme

	22
	18
	30
	18
	88

	3. Enhanced Communication & Support
	21
	17
	32
	19
	89

	4. Mental Health & Wellbeing Support
	19
	14
	26
	16
	75

	5. Workforce Capacity & System Overhaul
	12
	12
	34
	14
	72


Result:
· Highest Score: Solution 3 (Enhanced Communication & Support) = 89/100
· Close Second: Solution 2 (Financial Literacy Programme) = 88/1
Though both are excellent choices, Solution 3 is more practical and successful.

4.2 Cost-Benefit Analysis

	Solution
	Estimated Cost (£)
	Expected Benefit (£)
	Net Benefit (£)
	ROI (%)

	1. Financial Support
	£60,000
	£130,000
	£70,000
	117%

	2. Financial Literacy
	£30,000
	£100,000
	£70,000
	233%

	3. Enhanced Communication
	£45,000
	£160,000
	£115,000
	256%

	4. Mental Health Support
	£40,000
	£110,000
	£70,000
	175%

	5. Workforce/System Upgrade
	£100,000
	£180,000
	£80,000
	80%



The best option is Solution 3 (Enhanced Communication & Support), which has a great feasibility and the largest ROI (256%).
[bookmark: _Toc1924202930]4.3 Evaluation
The best choice, as determined by the combined evaluation of Grid Analysis and Cost-Benefit Analysis, is Solution 3: Enhanced Communication & Support Mechanisms.
This is justified because of: 
· It has the biggest overall impact on reducing arrears by addressing basic communication issues. 
· Compared to significant system changes, it can be executed more quickly and has a high degree of viability. 
· By providing tenants with clearer advice and involvement, it guarantees long-term advantages.

Solution 3 should be supplemented by components of Solution 2 (the Financial Literacy Program). Combining the two approaches ensures sustainable tenancy management by addressing both short-term arrears reduction and long-term tenant education. While Solution 2 (Financial Literacy) strengthens long-term tenant resilience, Solution 3 (Enhanced Communication) deals with current arrears by minimising misconceptions. Combining these guarantees sustainable tenancy management as well as short-term income protection (Atkinson et al., 2006; Money Advice Service, 2024).
















[bookmark: _Toc1115875590]5. Implementation Plan 
[bookmark: _Toc1356620604]Here is a Gantt chart representation of the Implementation Plan for Solution 3: Enhanced Communication & Support Mechanisms.  
	Task 
	Week 1 
	Week 2 
	Week 3 
	Week 4 
	Week 5 
	Week 6 
	Week 7 
	Week 8 

	Develop Tenant Portal 
	
	
	
	
	 
	 
	 
	 

	Redesign Tenancy Communication 
	 
	
	
	
	
	 
	 
	 

	Set up Dedicated Helpline 
	 
	 
	
	
	
	
	 
	 

	Staff Training 
	 
	 
	
	
	
	
	 
	 

	Tenant Education Campaign 
	 
	 
	 
	 
	
	
	
	

	Monitor & Evaluate 
	 
	 
	 
	 
	
	
	
	



Each coloured block represents the weeks during which the task is actively carried out.
To provide a solid basis for productive interaction between employees and tenants, the implementation starts with the creation of the tenant portal and updated tenancy communications. To help guarantee that staff members are ready to offer prompt assistance upon launch, the helpline is set up and staff training is provided concurrently. To guarantee accessible and prompt assistance, the tenant portal and helpline will be put into place in accordance with Shelter's (2023) best practice standards. Tenant education initiatives are launched after these systems are established with the aim to enhance accessibility and promote involvement. After initial deployment, continuous monitoring and assessment are carried out to assess efficacy, pinpoint areas in need of development, and make any required modifications to maximise results.
The implementation plan needs eight weeks to finish the essential tasks, followed by another twenty-four weeks for monitoring and assessment to guarantee long-term efficacy. To be able to allow for overlap, activities are planned out in advance. For example, staff training is done concurrently with hotline setup, and tenant education programs are started as soon as the portal and updated tenancy communications are operational. Important benchmarks include the helpline going live and staff being completely trained by Week 6, the portal going live and the tenancy paperwork being updated by Week 4, and the tenant education campaign starting by Week 8.

[bookmark: _Toc964721508]6. Communicate the Plan to Stakeholders 
For the Enhanced Communication & Support Mechanisms plan to be implemented successfully, effective communication is essential. It encourages cooperation and involvement while making ensuring that all parties involved understand their roles, responsibilities, and the advantages of the project.
6.1 Key Stakeholders
	Stakeholder
	Interest / Impact

	Tenants
	At risk of arrears, legal action, or homelessness

	Rent Officers
	Responsible for arrears management and tenancy sustainment

	Income Recovery Teams
	Monitor rent accounts and enforce arrears action

	Housing Support Teams
	Offer budgeting and benefit advice

	Senior Housing Managers
	Responsible for strategic direction and resource allocation

	Council Finance Team
	Interested in maintaining rental income and cash flow



Tenants should be fully aware of the new communication tools, helpline services, and financial support options. Internal teams should be kept fully informed about their roles, training, and progress. Senior managers and finance teams should receive clear updates on the reduction of arrears, project milestones, and return on investment (ROI). Through helpline usage and portal logins, stakeholder participation will be tracked to make sure Rent Officers and Income Recovery Teams are carrying out their duties (Mind, 2022).
[bookmark: _Toc1567463057]6.2 Communication Plan
	Who
	What
	How
	When

	Tenants
	Portal access instructions, helpline info, workshops
	Emails, letters, SMS notifications, portal announcements
	At project launch and ongoing reminders

	Rent Officers
	Task responsibilities, training updates
	Team meetings, internal memos, training sessions
	Weekly during rollout, monthly thereafter

	Income Recovery Teams
	Arrears monitoring process, helpline integration
	Internal briefings, shared dashboards
	Weekly updates

	Housing Support Teams
	Workshop schedules, tenant engagement metrics
	Emails, internal meetings, reporting tools
	Bi-weekly

	Senior Housing Managers
	Project progress, milestones, financial impact
	Reports, presentations
	Monthly

	Council Finance Team
	ROI, cost tracking, budget implications
	Reports, financial dashboards
	Monthly


To guarantee efficacy and engagement, the communication strategy will use customised message for every stakeholder group. To help tenants feel less anxious and encourage active involvement, messaging will be straightforward, easy to understand, and supportive. Multilingual choices will also be offered to increase accessibility. Roles, duties, and the advantages of the new system will be highlighted in internal staff communications, which will help to gain support and guarantee uniform adoption across teams. For the organisation to prove value and win over management and financial stakeholders, the emphasis will be on quantifiable results, cost-effectiveness, and alignment with more general strategic goals.
By using this communication strategy, stakeholders will stay informed and involved, which will facilitate the seamless execution, early problem identification, and long-term viability of tenant assistance programs. 



[bookmark: _Toc782374013]7. Monitor and Review Implementation 
To make sure the Enhanced Communication & Support Mechanisms plan is successful in lowering rent arrears and assisting tenants, it is crucial to monitor and evaluate its implementation. A well-organised monitoring system enables the council to keep tabs on developments, spot problems early, and make the required corrections.
Progress will be tracked and evaluated using the following methods and instruments: Tenant engagement metrics, such as portal logins, helpline usage, workshop attendance, and feedback, are used to gauge adoption and satisfaction; staff performance reports are used to gauge adherence to new communication protocols, helpline responsiveness, and tenant support delivery; the Gantt chart is used to track each task against the planned timeline, guaranteeing that tasks like portal development, staff training, and tenant workshops are completed on time; and an arrears dashboard provides real-time monitoring of rent arrears levels by housing and income recovery teams. Arrears reduction and ROI will be monitored at monthly review meetings with senior managers and financial teams (MHCLG, 2022), guaranteeing accountability and ongoing development.
Important indicators will be examined to assess development: 
Week 4: Updated tenancy communications and the launch of the tenant site. 
Week 6: All employees are trained, and the helpline is active. 
Week 8: Effort to educate tenants is underway. 
Ongoing: Tenant engagement and arrears patterns are reviewed every month.
During implementation, possible problems could include poor tenant engagement, delayed work performance, or ongoing arrears in particular tenancies. Escalation protocols will be implemented to handle these, guaranteeing that unresolved arrears or technical concerns are forwarded to housing managers as soon as possible. In order to promote involvement and stop arrears from getting worse, targeted assistance will also be given to tenants who are not using the portal or seminars. To keep the project on schedule and adaptable to new difficulties, process modifications may also be made as needed. These can include improving portal functionalities, transferring staff duties, or improving communication routes.
The implementation will be evaluated frequently and with clear success indicators to guarantee its efficacy. Reductions in total rent arrears will be one of the main initiatives, with a minimum goal of 10–15% reduction in the first year of implementation. Positive tenant feedback surveys and an increase in portal logins, helpline usage, and workshop participation will be used to gauge improvements in tenant involvement.
Success for internal staff will be measured by commitment to communication guidelines, promptness in responding to tenant enquiries, and completion rates of assignments within deadlines. Improved tenant sustainment rates and a quantifiable decrease in eviction cases will be crucial success factors at the organisational level. These steps will guarantee that development is in line with the council's strategic goals and stakeholder expectations by offering a fair evaluation of the financial and social effects.
The council will be able to assess progress towards goals, react quickly to new issues, and uphold accountability at every stage of the process with the help of rigorous monitoring and evaluation. This strategy guarantees that the improved communication and support mechanisms provide long-term, sustainable assistance for both employees and tenants in addition to a quantifiable decrease in rent arrears.
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Appendix 1 
This is the brainstorming exercise that was completed. 
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Appendix 2 
This is the mind map that was created following the brainstorming exercise.
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Appendix 3
Following from the mind mapping this fishbone diagram was designed.
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