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[bookmark: _Toc1895697665]1 Introduction
The critical review I will look at will cover the case study within Alice company. She is a female engineer who has years of experience, but she is facing some difficult situations. She does not feel she has the support of her team and feels unfairly treated by her colleagues.
I will look at seven different areas to see how these affect Alice in her workplace. The areas I will look at are self-management, cognitive bias, unconscious bias, accountability, authentic behaviour, interpersonal relationships and professional integrity I will look at the effects and the consequences and see what could have been done different.
I will then look at workplace examples I have had with staff and customers. I will then explain what I learned from the issues I had to deal with and what I could have done to improve them. Using a personal development plan, I will look at the situations that need improving and set times to get these done by. This will help me look back at what needs to change and what I have learned in my workplace.


[bookmark: _Toc682525860]2 Accountability 
Accountability is when you take responsibility for your actions this will be if anything goes wrong you need to be honest and be accountable for your actions and then solve the problem by doing what is needed. This will help with trust between work colleague if your honest and admit to your mistakes. When taking accountability this will help colleagues to improve with trust and better outcomes. (Hattrup & Ford, 1995)

[bookmark: _Toc1237118706]2.1 Case Study
In this case study the accountability falls on the senior management they promised Alice recourses to help her project stay on time and to be completed within the deadline however the management had not followed up on the previous conversation this was due to lack of communication with management and staff which resulted in lack of responsibility.

This would then affect Alice and her team as they would not complete the project on time This would cause more stress and pressure for Alice and her team as they would have more workload to get through in less time. This would make it difficult to complete the project on its deadline. 
[bookmark: _Toc1092850446]2.2 Consequences 
The consequences for missing the deadline could result in more additional cost for the company and longer hours of work for Alice and her team. Going forward the management will need make sure that all promises are followed up and communication is better with their staff. Regular meetings could be provided so Alice and her team can address any problems with the management early on and any issues can be addressed so the project can be completed on time.

[bookmark: _Toc1695584286]2.3 Workplace example
In my workplace I have experienced   accountability when a staff member has called in sick, I was responsible for arranging cover for the cleans that day to be completed without cancelling any jobs so I needed to arrange for agency staff to cover all jobs for that day. I then needed to communicate with my customers to let them know different member off staff will be attending their property and that clean will be completed to high standard. This will build trust between myself and my customers when I keep them informed of changes. This then showed accountability that I made sure all cleans for that day was completed. From this I learned that communicating with customers is important and that I took responsibility for an issue I had at work to have a good outcome at the end.

[bookmark: _Toc533947591]3 Authentic Behaviour 
Authentic behaviour is when you are being genuine this is particularly important in work to build trust with work colleagues, being honest and just being yourself and do not try to be someone else will create a better working environment.  When colleagues feel like they can trust you and rely on you that is important. This also means being honest and taking responsibilities for any mistakes being made. Being respectful of others is also especially important. (Tsur et al., 2015) 

[bookmark: _Toc1012064047]3.1 Case Study
In the case study it shows how authentic behaviour is at Alice workplace there is a lack of trust there as Alice feels she don't want to share the details of her work, she is afraid that other colleagues will take credit for what she has done. Due to past experiences Alice feels she needs to be guarded towards her colleagues and feels she is not valued. Not being able to trust will not make her want to be open and show her worth. She is being honest about not trusting and feeling guarded. 

[bookmark: _Toc786631040]3.2 Consequences 
The consequences of this will be that Alice feels she cannot share good ideas with her colleagues as she feels she is not being listened to. If there is a lack of communication, there could be mistakes made. Not feeling like she can be open and herself this could have a negative effect on the company as Alice will hold back on sharing valuable information due to lack of trust. 
If I was Alice, I would have spoken to management about how she feels and explain due to lack of trust I feel someone else will take credit for my work, Trust and good communication needs to improve in this situation.

[bookmark: _Toc1613578283]3.3 Workplace Example 
In my workplace I always have authentic behaviour when communicating with my customers and staff. A problem I had was a customer was not happy with a clean so I would listen to see what they needed to tell. I would be honest with them that I will deal with the problem I would always be respectful when communicating with customers. I want to keep the trust between my customers. This helped me to realise that being honest and listening to customers will have a positive outcome and that customers can trust and rely on me.

[bookmark: _Toc949972666]4 Interpersonal Relationship 
Interpersonal relationship is when you have relationships with your colleague's and family members. In work having good relationship is important as this will build trust between you. This will then have excellent communication in the workplace where staff can share ideas and feel supported and to work as part of a team. Respect towards others is important and will have a positive effect on the workplace environment. Having good personal relationships with family members is also especially important for trust and support too. (Hamza & Farah, 2025)

[bookmark: _Toc1028115933]4.1 Case Study
In this case study Alice may feel that in her workplace she is not valued by her colleagues. One male colleague was asked about her work that she has been working on for 3 months this made her feel that they do not respect her. Going forward this may make her feel that she does not want to share her ideas with her work colleagues as they may try to take credit for her work. This is not a good interpersonal relationship workplace.
[bookmark: _Toc298020667]4.2 Consequences   
The consequence of this is that Alice feels she is not valued and there is no trust and respect in her workplace. She will feel that she cannot share important ideas in the future or even trust her colleagues. This could cause conflict in the workplace.
Alice should ask to speak to senior management to address any problems she feels are getting in the way of her continuing with her project, she should let the management know that she doesn't feel respected and that there is no trust within the workplace. Having regular meetings will benefit so she can speak about any issues and get them solved early on this may help with the trust and respect issues she feels are in the way and build a better relationship with her colleagues.

[bookmark: _Toc123245715]4.3 Workplace Example 
In my workplace I had an issue when a customer felt disrespected by one of the agency staff. I asked what said so I could deal with the problem while staying calm and respectful to the customer. After listening to the customer, I spoke to the member of staff and listened calmly to resolve the problem. Having built good trust and communication with both customer and staff I wanted them to know I was supporting them both. While sorting out the problem to insure a good working environment.
I leaned from this situation how important communication with both customer and staff is to keep a respected and trusted workplace.

[bookmark: _Toc1096221523]5 Professional Integrity
Is important in a good workplace to be honest and respectful towards others. professional integrity also means being honest with your colleagues even when no one is watching this will build trust between you. When there is a problem always stay calm and sort it out. Never blame someone else always take responsibility for your mistake and be honest. When colleagues feel like they can trust you and rely on you this is good professional integrity at work. Making sure everyone is treated fairly is also important. (Eriksen, 2015)

[bookmark: _Toc967701215]5.1 Case Study 
In this case study Alice feels like she is not being treated fairly when it comes to her work. She also feels and states that female engineers do not get treated as fair as the male engineers in her workplace. This will male Alice and her female colleagues feel like they are not important when doing their work this will lead to them not feeling recognised Alice could share her ideas and her work and feel like she is being treated fairly and respected.

[bookmark: _Toc953594615]5.2 Consequences 
The consequences of not feeling treated fairly can lead to trust issues in the workplace and female colleagues not felling valued and respected. This will also lead to lack of communication between mangers and staff.
Managers should have regular meeting so colleagues can share any concerns, and this will give staff the chance to explain their ideas and work so they can be recognised for their work and no other people taking credit for it. Alice needs to be listened to so Management can be aware of any issues and sort them early on to stop lack of trust and any conflict between the staff this create a better workplace. 

[bookmark: _Toc1076782782]5.3 Workplace Example
I had a similar experience where a customer was not happy with a clean that was carried out so showing professional integrity, I listened to them about their concerns and told them I would deal with the situation, I didn't make an excuses but said calmly I would deal with it as I felt this would be important to keep the trust between the customer and myself and they will feel respected. I then spoke to the member of staff to listen to them, so they felt they were treated fairly. Listened to both sides is important before making any decisions. From this situation I learned that you need to stay calm and listen to each side and just be honest to the customer and staff, so everyone feels they are treated fairly and that there is still trust there.

[bookmark: _Toc2101711187]6 Unconscious Bias 
Is when someone makes judgement or has an opinion on someone, but they do not really realise that they are doing it. This could be several reasons why they do it such as gender, someone age they might think they are too old or too young to do the job. Some staff may feel that they don't have the same opportunities as other in the workplace due to similar backgrounds to the manager this could make staff members feel unappreciated in their workplace. (Suveren & Adresi, 2022)

[bookmark: _Toc256221389]6.1 Case Study
In this case study with Alice, she felt like there was unconscious bias within the workplace as worked on an oil rig offshore for several years and her colleagues worked for energy companies this made her feel she was not valued due to different backgrounds. She felt that her opinions and ideas were not valued or respected. Alice had the years of experience, but she might not want to share any ideas due to this. This could have a negative effect on the company as Alice may not feel comfortable to share her ideas with her colleagues.
[bookmark: _Toc568308830]6.2 Consequences 
The consequences for this will be a divide between colleagues as Alice will feel pushed out and her ideas and experience not valued and taken on board. Alice may even feel like she will not be credited for the work she does and this will have a negative effect on the workplace and her work. A lack of trust will have a big effect on them she will not know who to trust. Managers will need to listen to Alice concerns and sort the problem out to make a better workplace.

[bookmark: _Toc852934489]6.3 Workplace Example 
In my workplace a member of staff was given less responsibility from management due to them not thinking they could complete the job. This showed that there was unconscious bias as they just assumed instead of giving them the chance to show how capable they were at doing the job. They didn't have the same opportunities as other staff to show they were just as good this did not seem fair. After speaking to the member of staff, they said they felt treated unfairly to others. This could have been avoided if the management give them the chance and opportunity to show how good they are. Asking if they felt they could complete the job would have been better. From this I learned that everyone should have the chance to show what they are capable of and have the same opportunity as all staff in the workplace.


[bookmark: _Toc394919312]7 Cognitive Bias 
[bookmark: _Int_ZSOuApRu]Is when a judgement can be made about a situation or about a person and you don't realise you are doing it. This is cognitive bias and this can happen in the workplace, and you can make a wrong decision with the information without finding all the facts first. This can cause conflict in a workplace with colleagues.


[bookmark: _Toc2068443841]7.1Case Study
In the case study with Alice, she may feel that her work colleagues have cognitive bias towards her as she is a female engineer, and they may think she is not up to the job just judging her without listening to her ideas and her experience of 30 years. She may feel she is not valued and this can cause conflict in the workplace. Alice may feel that there is some gender bias too as she is female and they assume she won't be good at her job even though she has the experience so they are just going by some of the information they know without all the facts this is unfair to Alice.


[bookmark: _Toc13286792]7.2 Consequences 
Consequences of this can lead to work colleagues feeling that they are treated unfairly due to assumptions being made without knowing all the facts this will cause conflict. This could have a negative effect in the workplace if management don't give the staff the chance to show what they can do and just makes assumptions without all the details staff will feel treated unfairly and not valued. Trust could also be lost between colleagues and management. (Hertel & Mathews, 2011)



[bookmark: _Toc2134471151]7.3 Workplace Example 
In my workplace a similar situation happened with cognitive bias as a customer was not happy with a clean and it was assumed that the cleaner who done it was a certain member of staff. The manager did not find out the facts and just assumed. This caused conflict between the manger and staff member. If the facts were presented first this would have avoided the conflict. Just because the member of staff carried out a clean the property before. They then felt that they were treated unfairly and this broke a bit of trust between them. What I learnt from this is that you should always find out the facts and not just assume it was a certain member of staff this will avoid conflict.


[bookmark: _Toc2045240956]8 Self-Management 
Is when you can manage to have things organised and have a good working environment and taking responsibility for what is needed to be done especially Staying calm in difficult situations is important in the workplace this will help with you keeping your emotions calm. Having good self-management when things get stressful or hard is important and it is also good to have excellent communication. While having respect when dealing with difficult customers is a good self-management example by not letting your emotions take over. (Mahoney, 1972)

[bookmark: _Toc375657643]8.1Case Study
In the case study Alice feels a lot of pressure on her to complete the project on time and feels she doesn't have the help and support she needs due to conflict between management and her colleagues, so this is where she feels the pressure to get the work done before the deadline. Alice needs to stay calm and focused without any conflict happening. Alice could have communicated with management about any issues that she was having this would have dealt with any stress and pressure she felt. Alice feels a lack of trust between colleagues and even management. Alice shows good self-management by keeping calm and focused and not letting the issues get in the way of her work. (Heale & Twycross, 2017)




[bookmark: _Toc1014774776]8.2 Consequences 
The consequences of not having good self-management can lead to some difficult situations in the workplace this could other add stress when it is not needed to an already difficult situation. Staying calm is important. This could lead to a negative workplace and lack of trust between colleagues. 


[bookmark: _Toc251405843]8.3 Workplace Example
In my workplace I had to have good self-management when dealing with a customer who wasn't happy with a clean, I had to stay calm and focused I didn't want my emotions to take over and I needed to hear the customer out to try and solve the issue. I did not want to get stressed out before speaking to the staff member as I needed to listen to both sides to make a good decision on what to do. While being respectful to both customer and staff. What I learned from this is to have good self-management you need communication between customers and staff. keeping calm and listening to both sides to solve any issues to keep a good working environment. (Ayoko et al., 2003)

[bookmark: _Toc1307135237]9 References 
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[bookmark: _Toc1444641646]10 Conclusion 
This critical review has help me know what different behaviours can affect people when in different workplace situations. There was lack of communication and trust in the workplace with Alice even know she had years of experience she felt she couldn't trust anyone and she felt she was treated unfairly, she never felt she had the support and this put so much pressure and stress on her to complete her work in time.
[bookmark: _Int_pTQrzSKv]Looking at the seven behaviours, self-management, unconscious bias, professional integrity, interpersonal relationships, cognitive bias, Accountability, and authentic behaviour has showed me how these are important to have in the workplace to deal with situations. Having excellent communication and listening to staff and customers is especially important while keeping a calm and respectful attitude helps to keep trust. Always following up on any issues keeps staff and customers happy they feel they can rely on you.
Doing my personal development plan helped me to learn how to be fair with both customers and staff. Also how to stay calm in tricky situations. I also learned that you need to give everyone a fair chance to show how capable they are. My personal development plan will help me to improve and have a good workplace. My personal development plan is in appendix a this will show my progress.


[bookmark: _Toc168159053]11 Appendix A 

[bookmark: _Toc871844203] Development of Personal Practice 
	Area to develop
	Specific actions
	Resources/support 
	How success will be measured 
	Why it is relevant 
	Target/review date 

	Self-management 
	Try and stay calm and keep my emotions from taking over.
	Feedback from customers and staff
	Being able to deal will stressful situations. Getting less stressed
	Being able to deal with challenging situations and keep focused.
	4-5 weeks

	Professional integrity 
	Making sure to treat everyone involved fairly and listen to them.
	Feedback from staff and customers.
	Being honest with both and treat them fairly
	This will help to keep the trust between customers and staff
	5-6 weeks

	Interpersonal relationships
	Have team meetings to help any issues get resolved 
	Feedback from staff 
	I will hope staff will feel they can trust me to tell me any issues 
	Having excellent communication and trust helps  
	5-6 weeks 

	Cognitive bias 
	Make sure not to just assume or judge find out all facts
	Feedback from staff
	After listening to facts, I can make a good decision 
	This will help to keep any conflict between staff
	3-4 weeks 

	Unconscious bias 
	Make sure to give chances and not assume they are not capable
	Feedback from staff
	Make sure that all staff can have the opportunity to show   what they can do
	This will help staff feel that they are values in the workplace 
	3-4 weeks 

	Accountability 
	Make sure that I follow up on any issues and account for mistakes
	Support from staff
	Make sure all issues are dealt with properly 
	Customers and staff will feel they can trust me to sort out any issues
	3-4weeks 

	Authentic behaviour 
	Make sure to always be honest to staff and customers 
	Feedback from staff and customers
	I will feel customers and staff will trust better when being honest
	This will keep trust between staff and customers
	2-4 weeks 



(Beausaert et al., 2011)
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