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[bookmark: _Toc152498775]Introduction.  
The importance of culture in the organisation. 
This report will discuss the important factors that help create a high performing organisation. The report will discuss the factors that create culture and how this influences the organisation through, values, beliefs and behaviours and how these are implemented. The report will give a range of models that help organisations analyses their environment and culture to improve the productivity of the organisation. The report will also look at barriers that effect the performance of the organisation and how this can be overcome. 
“What is the culture about, what are the key values that we need to understand, what are the rules of behavior? Different people have different biases and assumptions about what is important.” (Schein & Schein, 2017) 

[bookmark: _Toc152498776]Culture and context in the organisation.
Culture and context in the organisation are important roles that are within the organisation. Culture is shared beliefs, values and behaviours of people on how they behave and interact with each other in the workplace. Context is which factors help the organisation with decision making. Culture is important because it is what creates the environment within the organisation which is what shapes the attitudes and behaviours of the employees. A positive environment and culture will help the team work together more productively which will lead to job satisfaction. Employee Engagement is when employees agree with the values and norms of the organisation. This is how they are more likely to be engaged with the culture and environment. This creates a sense of belonging, which creates commitment within the employees. (Schein & Schein, 2017) 
In a culture you can see how the team work together through how they all speak to one another, and how they express themselves and how they help each other with tasks. You can see if it is positive or not through their language and body language. “Observed behavioral regularities when people interact: The language they use along with the regularities in the interaction such as “Thank you” followed by “Don’t mention it,” or “How is your day going so far,” “Just fine.” Observed interaction patterns, customs, and traditions become evident in all groups in a variety of situations (e.g., Goffman, 1959, 1967; Jones, Moore, & Snyder, 1988; Trice & Beyer, 1993; Van Maanen, 1979).” (Schein & Schein, 2017) 
Cultural elements in the organisation are what guides the employees to be able to interact a certain way and it is what leads the employees to decision making and ways of completing tasks. 

In some organisations there is negative culture within the environment which can lead to lack of motivation, employees not feeling their best which effects their productivity and leads to the downfall of the organisation. 
Context is just as much important as culture because this leads to making important decisions. Understanding context helps the organisation to be prepared for any challenges that may arise to help make well-informed decisions. There are many factors that come into this area such as technological changes which can impact an organisations competitiveness and strategies. It is important for organisations to understand context as this will help the organisation be ready for changes and challenges and take up any opportunities that are to come. There are many aspects of context such as safeguarding, risk management, adaptability, performance management and relationships all this plays a part of how the organisation works. Organisations need to be able to adapt to change and be able to adapt easily and the world is constantly innovating, and adaptive organisation can take advantage of any opportunities.  

[bookmark: _Toc152498777]Johnson and Scholes Model. 
Johnson and Scholes are management theorists that created a framework called “cultural web” this was created to help organisations understand and analyse their existing culture by analysing the strengths and weaknesses. There are six elements that shape the way people think and behave in the organisation which are:  
Symbols: these are things like logos, signs, layout of the organisation, this is what represents the organisation. 
Power structures: this is how the relationship is whether it is formal or informal with individuals in the organisation. 
Organisational structures: this is how the organisations' structure is and how it influences decision making.  
Control systems: this is process and procedures that are used to monitor the activities that take place within the organisation.  
Routines and rituals: this are the tasks or activities that are repeated and regular and are the norm of the organisation.  
Stories and myths: the stories that convey the organisations values and history from legends and others involved in the history.  
 
[bookmark: _Toc152498778]Factors that affect change. 
Factors that can affect change are policies and procedures and operational processes. This can be by implementing training programs for new employees and refresher training for more experienced employees that have been in the organisation for a longer time. Theories, policies and procedures are often updated over time and may need employees to re learn or learn new ways to complete tasks in the organisation. Updating communication protocols, this can be done by sending out regular messages in a group messaging system to keep the employees updated with issues or other information and reminders. 
Leaders from an organisation know that their own behaviour has a great value for communicating to other members especially new employees. “Olsen and some other senior executives made videotapes that outlined their explicit philosophy, and these tapes were shown to new members of the organization as part of their initial training. However, there is a difference between the messages delivered by videos or from staged settings, such as when a leader gives a welcoming speech to newcomers, and the messages received when that leader is observed informally. The informal messages are the more powerful teaching and coaching mechanism.” (Schein,E, 2016) 
 
Values, beliefs and behaviours of the organisation be shaped and changed over time through leadership development programmes, collaborating with employees and having more of an inclusive work environment. This can be by holding regular meetings, asking for ideas and advise with making decisions and working together to create shared visions.  
Organisation can influence employee engagement through initiatives, this can be done through employee recognitions or providing professional development for employees. 
Organisations can improve their customer satisfaction through better customer service and experience for the customers. This can be done by asking for feedback after delivering a service. “The more satisfied the customers are, the greater is their retention,” “Effects of both satisfaction and trust on customer retention are found to be significant and positive. Therefore, previous research linking satisfaction to retention is confirmed. However, previous research has provided little empirical insight into the role of trust in retaining customers. These results confirm the expected positive effect of trust on retention” “It is also known that need for trust relationships can be dependent upon individual customers. Some have shown that trust is more important for more relationship-oriented customers than for transaction-oriented customers.”  
Trust is created if you are reliable and offer a good service, the students job role is as a plumber and he managed to generate several customers through word of mouth, word of mouth usually spreads if the plumber is reliable, punctual and trustworthy. The student gained this by offering a competitive price and made sure that he arrived on time for his jobs. 

[bookmark: _Toc152498779]Pestle analysis for plumber. 
“A PESTLE analysis studies the key external factors (Political, Economic, Sociological, Technological, Legal and Environmental) that influence an organisation. It can be used in a range of different scenarios, and can guide people professionals and senior managers in strategic decision-making.” (Pestle analysis 2023) 

Political: 
Regulations and licensing. 
Income Tax. 
Local environmental policies. 
 
Economic: 
Inflation rates, cost of material will increase. 
Income of potential customers in the area, if people's income decreases, they will not be able to afford to pay for maintenance in their homes. 
 
Sociological: 
Customer age, age usually varies but usually about mid 20s as that is the typical age people start to buy their first home. 
Public health and safety, making sure this is maintained whilst carrying out any work. 
Populations growth or decline. 
Income of customers in the area you will be working in. 
Understand changing preferences for plumbing services, trends change, and people like to try new technologies with new baths, showers and heating systems. 
 
Technological: 
Technology incentives.  
Online presence for marketing and engaging with customers. 
Staying up to date with new tools and technology. 
Better equipment coming on the market to help deliver better service to customer which can also save time and money. 
 
Legal: 
Update contracts to stay up to date with legal standards. 
Health and safety regulations for plumbing services. 
Protection laws to help yourself be covered in any circumstances. 
Insurances to cover any equipment or building that you are working in. 
 
Environmental: 
Waste management, in case any job that is carried out and have lots of waste, you will need to make sure items are disposed correctly to make sure fines are not occurred. 
Look at plumbing waste regulations. 
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	Strengths 
 
Specialised skills and techniques. 
Certification and licenses. 
Local presence. 
Known in the community. 
 
	Weakness 
 
Only seasonal call outs.  
Limited services. 
Dependant on a supplier. 
 

	Opportunities 
 
Technology.  
Relationships with contractors. 
Diversification of services. 
 
 
	Threats 
 
Competitors. 
Economy. 
Changes in regulation. 
Online reviews.  


 
Strengths, a plumber is specialised in their skills and techniques, these are usually gained through experience and training. Plumbers who are qualified will gain certificates and this shows that they have gained the skills and experience through training. Customers will feel more confident to book a qualified plumber. Local presence is a strength because you have created a community and built a good reputation. 
Weakness, seasonal call outs is when there is more of a demand for plumbers during that period such as wintertime, this is when pipes are more likely to freeze, and more call outs are made. Plumbers who have limited services may have less call outs from customers as some people want a plumber who also knows tiling or some carpentry.  
Opportunities, technology is important because the plumber can create an online presence which will help generate more customers and positive reviews and feedback. Diversification of services is a good opportunity as this will attract more customers. 
Threats, competition can put pressure on thinking about pricing and can put pressure on needing to offer more services. Changes in regulations may require more training and this may cost money. Online reviews can cause an impact if there are negative reviews this may cause a loss of customers and the reputation of the plumber will be at risk.  
 
[bookmark: _Toc152498781]McKinsey's 7s Framework. 
The McKinseys 7s Model was developed to identify seven interrelated factors that add to organisational success. It is a tool to help organisations improve their overall performance. Key purposes are: 
Organisational diagnosis this is a diagnostic tool that allows organisations to understand the current state by using seven factors such as strategy structure systems skills staff style and shared values. 
Strategic alignment is one of the main uses of the motor which is to make sure that the organisation is aligned with its overall strategy. It helps leaders to evaluate organisational structure and systems are in line with our goals and objectives. 
Change management is looking at potentials of change in the organisation, it helps leaders to manage change more effectively through the seven factors. 
Organisational effectiveness, organisations use the 7s model to improve overall effectiveness.  
Leadership development, the model is valuable for leaders to develop training and development programmes. 
Cultural assessment is purpose that helps shape and assess the organisational culture. Shared values are one of the elements and this is about core beliefs that lead behaviour in the organisation.  
Strategic planning is to make sure that the planning process is aligned with the strategic direction the organisation is going in.  
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(CFI Team, 2023) 
“Culture can now be defined as (a) a pattern of basic assumptions, (b) invented, discovered, or developed by a given group, (c) as it learns to cope with its problems of external adaptation and internal integration, (d) that has worked well enough to be Culture can now be defined as (a) a pattern of basic assumptions, (b) invented, discovered, or developed by a given group, (c) as it learns to cope with its problems of external adaptation and internal integration, (d) that has worked well enough to be considered valid and, therefore (e) is to be taught to new members as the (f) correct way to perceive, think, and feel in relation to those problems.” (Schein, 1990) 

[bookmark: _Toc152498782]Scheins Culture Triangle. 
“Schein's multi-layered model of organizational culture offers a useful framework for thinking about processes that foster innovation.” (Hiekkataipale & Lämsä, 2019)  
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(Models of organisational culture - schein 2021) 

Culture is about shared values, beliefs, customs and behaviours of a group of people in an organisation. It is having a group, or the organisation interact with each other communicate. Organisational culture is having values and behaviours that define how things are done in the company or organisation. Accord to SCHEIN, organisational culture has three levels. 1, Artifacts and behaviours which are visible things like how the organisation looks like, posters, slogans or uniform. 2, Espoused values which are the values and beliefs of the organisation which includes the companies mission statement. 3, Basic assumptions, are the underlying assumptions or unconscious assumptions, beliefs and behaviours that are embedded in the culture. 
 
 
Edgar Schein’s cultural model is a framework for analysing and understanding organisational culture. Schein’s model has three levels of organisational culture which consist of: 
Artifacts and behaviours, this represents the visible and tangible aspects of organisational culture. This includes things you can see such as uniforms, display boards and organisational behaviours. 
Espoused values and beliefs, these are what is shared within the organisation such as the norms and shared principles. This is what guides individuals on how to interact with one another in the organisation.  these are expressed through the company's moto, mission statement, slogans around the organisation, formal documentation, and beliefs of the organisation.  
Basic underlying assumptions and beliefs, this model is like an iceberg and underlying assumptions are like the part of the iceberg that cannot be seen under the water. Assumptions are what is often deeply ingrained in the organisation and individuals, it is what shapes people's perceptions, actions and decision making in the organisation. People do not often discuss assumptions that are made within the organisation, but these are what influences the people and the culture of the organisation and how the organisation operates.  
“A basic pattern of assumptions invented, discovered or developed by a given group as it learns to cope with its problems of external adaptation and internal integration” (Schein, 1985) 
 
This framework helps people to understand and manage their culture by working towards their goals and values by having a positive effective work environment.  
In organisations such as a university the culture from outside point of view will seem positive, motivating and encouraging for students to people to be motivated to learn and succeed. This is by having display boards around the campus with slogans saying, “believe to achieve” “opportunities do not happen you create them.” these are underlying assumptions that guides people to and creates a culture of success, and persistence to reach their goals. The people that contribute to this are from the top leadership to entry level employees, every member of staff have a role to play and naturally create this cultural environment. The interactions and shared experiences help to create this culture. Culture is something that is created over time, but it is important during times of decision making and how people manage in certain situations. Culture continues and remains persistent through communication, meetings, briefings, regular stories about plans and visions about the organisation. It is important that the leader is the role model and reinforces the cultural expectations. Culture is important because this is what shapes employee engagement and how one another interact with each other regarding their jobs and tasks in the organisation. Culture also helps create employees that are resilient and learn to adapt to change. If the culture of the organisation is misaligned with its goals, this will impact of the organisation and create obstacles which will hinder the progress of the organisation. This will reduce the organisation to be innovative which can reduce the organisation from progressing sooner. This is the reason it is important for leaders to manage and nurture the culture of the organisation because this contributes to the productivity and motivation of the employees which will enhance the reputation of the organisation. Steps that organisation can take to shape the culture are Strategic leaderships, communication with the employees regularly, interventions and involving employees in plans. This creates a belongingness and employees will feel valued if they feel like they have had an input. 
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Johnsons and Scholes created their own cultural model, the above is a web of the things that impact culture. As you can see factors that impact culture are also things from the past, from experiences, from people talking about the success and failures the organisation has gone through.  There may be heroes in the organisation who had a moto or performed a task in a particular way, and this has carried on through the years as a respect to that valued person, this is how they use the experience to lead through the organisation now. 
“Routines, Rituals, Systems, and Organizational culture 
Organizations have defined tasks for employees, hierarchical structures and management, specific rules and procedures, employees complete tasks through ethical and motivational awareness of their responsibilities, and their value is judged by fellow employees based on merit; known as bureaucracy (Brooks, 2009, p. 16), these routines and systems form and impact organizational culture through dictating individuals' actions.” (Abdeen, 2023) 
All the other factors in the web influence how a culture is created over the years, this is usually from the behaviour of the employees and continues through leadership who model the behaviour, culture can be changed and adapted though management strategies and leadership should model those behaviours and often train employees in those areas to learn and develop.  
 
[bookmark: _Toc152498784]Ethical behaviour. 
Ethical behaviour is the actions and decisions that align with the principles of the organisation, it is about how you conduct yourself and your manner, for example being honest respectful and understanding the rights of yourself and others. It is about doing what is right in any situation. “The way we make decisions is important for organisations because the wrong decisions – or decisions which have been implemented badly – can have a significant impact on people’s lives and the reputation of organisations. So, when we make decisions based on good principles, and live by good values, we can improve the lives of others and the experiences they have at work. 
Even when a decision isn’t going to have positive outcomes for everyone, we can manage it in the best way possible by behaving ethically in the way we carry out that decision, and in the way we treat people. 
We can do this by considering different ethical perspectives in our decision-making, challenging others on their decisions, being transparent about what we’re doing and why, and role-modelling our professional values, principles and integrity.” (CIPD, 2023) 
Culture and ethics link very closely together in organisations “In the field of moral philosophy, ethical theories have generally been classified into two major types, deontological and teleological (e.g., Beauchamp and Bowie, 1979; Murphy and Laczniak, 1981). The major difference between these two theories is that, whereas deontological theories focus on the specific actions or behaviors of an individual, teleological theories focus on the consequences of those actions or behaviors (Hunt and Vitell, 1986). In other words, deontological theories are concerned with the in- herent righteousness of a behavior or action, whereas teleological theories are concerned with the amount of good or bad embodied in the consequences of the behavior or action.” (Vitell, S.J., Nwachukwu, S.L. and Barnes, J.H. 1993) 

[bookmark: _Toc152498785]Summary. 
The above are examples of how culture and ethical behaviour are created and others behave, for an organisation to be high performing it includes what has been discussed above as well as looking at how relationships between employees are from all departments, formal and informal. This can impact how employees respond and behave around each other. For relationships in the organisation to be successful there needs to be clarity and transparency. Barriers to effective functioning in the organisation and ways to overcome them are having lack of clear goals and objectives, this is the reason why clarity and sharing the vision of the organisation is important. Resistance to change is a barrier because this can cause employees to feel uncertain and feel fear of the unknown. This can cause employees to feel anxious, but it is important for the leaders to provide clear communication. Poor leadership is a barrier and can lead to employees loosing motivation which leads to decreased productivity. Leadership is an important role and should lead as a role model, be positive and lead by example. The leader should make sure to provide employee engagement regularly, such as decision making, opportunities for development growth and developing skills, rewards and recognition. This will help encourage employees to do well and feel valued. The above information shows that for an organisation to run smoothly and successfully there needs to be clarity, motivation and strong productive culture where employees share the same vision and work together to meet their goals. 
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