	
	
	



Business Culture and Change in Context

Q1. Examine two key external factors likely to impact on BPE’s acquisition   
      of Emrosu. (AC 1.1) 
 
Most businesses use the framework PESTLE to determine key external factors that could affect the business.  
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From the PESTLE framework, I will be examining ‘Political’ and ‘Technology’. 
Political 
One key external factor likely to impact on BPE’s acquisition of Emrosu is political changes. Global events such as the war on Ukraine has seen an impact in supply chains with rising logistics costs which can affect the availability and prices of medicines. (HCI,2025) 
We have also seen changes in the political environment since Donald Trump has returned to power in USA the increase in costs to medicine worldwide. Trump has issued an executive order that tries to force companies to charge the same prices in the USA in all other countries (Dayan/Gainsbury, 2025).  A prime example of this is the drug Mounjaro, that is used to control diabetes, which has almost tripled in price. (Triggle&Roxby,2025) 
Technology
Another key factor to consider would be Technology.   Technology is fast paced so is hard to keep up with the quick development in the pharmaceutical industry.  BPE will need to train all staff up which could be costly. Paying to install new systems and train staff up on can be time consuming if they wanted to adapt and bring in a delivery service this would mean extra cost.   Once the system is up and running though it will mean staff will have more time to do other jobs possibly meaning changing skill set that technology will be unable to do. (Onissiphorou, 2023). 
Emrosu has already a well-established online pharmacy business which opens for potentially more customers who live a busier lifestyle or prefer to order from home.  This could help modernise the business.  However, this could also take away that personal touch that you have worked so hard to build. A good balance is needed between the technology and BPE’s friendly trusted approach, this will be important for long-term success.  


Q2. Discuss two business goals that BPE might set once the acquisition has been completed,
explaining the reasons why it is important that they plan to achieve these. (AC 1.2)

Goals are important for the team as it gives them a focus. It will give direction and motivation for the team as well as the individual.  
To be successful in setting these goals it is beneficial to write down and follow the SMART structure. 
Specific 
Measurable
Achievable
Relevant 
Time-Bound
(Waite et al.,2021, P14)
Two business goals that could be set are ‘Increase in Profit’ and ‘Staff Training’.
Increase Profit 
BPE will be expanding the size of BPE to 100 stores this will give them the chance to compete with the market leaders giving them a much wider customer base.  Which in turn may increase their sales. They will also need to take into context the increase in staff which will be an increase in wages they may need a HR department, a correct infrastructure will be needed to be put in place to cope with the increase in business size.
A SMART goal BPE could set is how much profit they wish to make within the first 6 months and then the first 12 months. This could be measured by how much profit they are making. 
With the increase in stores this will also give them a chance to build a stronger brand name for themselves which people will trust and become loyal to (Davis,2020).  Good examples of this are Well/ Boots and Lloyds pharmacy who are the market leaders of this in the UK. The increase in stores will also give them a chance to buy products in bulk which will reduce costs therefore increasing profit margins.  

Staff Training
Another important goal would be to make sure staff are trained to the highest standard. The  SMART goal could be BPE to aim to have 50% of staff trained up within the first six months.  Once trained this will increase productivity and job satisfaction which in turn will improve staff retention. Some ways to train and upskill staff would be in person training such apprenticeships/shadowing also e-learning. (Damar Training,2025). 
We understand how important it is for you to provide a personal service.  A mission statement for the business will be an excellent way to keep everyone on the same page, know what is expected of them and to uphold your high standards. This would be important to keep as it keeps customers loyal to the business as well as attracting new ones. 
All staff should be trained on the new technology that will be installed for the online orders as well as any other new technology that comes into place. All this while making sure that the high standards of customer service do not alter.  Team bonding activities will make the team work more efficiently together, as there will be lot of new starters this will be important.  Staff development for all employees will provide staff with job satisfaction and will also ensure BPE retain their staff. This will in turn will provide an increased satisfaction for both customers and employees – happy employees are a key to satisfied customers.
It will be key to have a clear plan in place with clear objectives and how staff members are going to reach those goals. It will also be important to have a set time in which these goals will be accomplished. Longe term and short-term goals are key for this. 




Q3. Discuss:
A) the products and services that BPE and Emrosu deliver 
and 
b) their main customers. (AC 1.3)


       A) The products and services that BPE and Emrosu deliver are as follows:

· Prescriptions – these are for their customers to order and pick up their medication. This will also include a repeat prescription service one implemented.
· Health and Beauty products – These can be available in the pharmacy things such as bath products, beauty products, Vitamins etc. 
· Pharmacy services – this can include medical advice.
· Blood pressure checks – to monitor customers health concerns. 
· Consultations – private consultation rooms within the pharmacy. Pharmacists are qualified to treat minor illness and provide urgent repeat prescription.
· Vaccinations – For customers to get all their vital vaccinations this could include flu/covid vaccinations etc.

B) BP main customers base is the general community who live local to the pharmacy. This can include families, elderly and individuals. You pride yourself on providing a personal service which will establish retention and loyalty because of the high customer service that yourself and your staff provide.

Emrosu main customer base will still be the same as BP but could also include customers who prefer the convenience of ordering online.  Which could include professionals who live a busy lifestyle, customers who live remotely, elderly and disabled. The geographic customer base could be much larger.
A downside to going online is that it could become too digital.  Which could then exclude customer groups such as the elderly being left behind, or those who cannot afford technology. 








You need to be aware of the customer Lifecyle, which is crucial to keeping customer loyalty. 
These are five stages are :

        Awareness –  Social Media, Posters in the community etc.
        Acquisition – Engage customers.
        Conversion –  The customer chooses to use the service or buy the product.
        Retention – The customer keeps returning. 
        Loyalty – The customer tells others and choses to use this organisation repeatedly. 
(Waite et al.,2021, P14)
Q4. Review the range of technology that could be available to the people professionals working at BPE and Emrosu and how these could be utilised to improve working practices and collaboration after the acquisition. (AC 1.4)
BPE is a much smaller organisation so will not have as much technology available to them such as dedicated HR systems in place. Bringing in new technology will help collaborate both businesses together and will make working together easier after the acquisition. Here are some examples that could be brought in to help both businesses work together more efficiently
Database of patient records – This will be a vital source of technology as it will show all patient records for the pharmacy this will include all personal information, as well as all their medical history.  This will help the pharmacy keep the records up to date with any medication that is given.  In NHS Wales a system called Welsh Pas is used that allows clinicians to access important information held on the patients records. 
(DHCW,2023)
Electronic Prescription Services (EPS) – This will allow patients to order repeat prescriptions making it quicker and easier for the patient to get this ordered at a click of a button at time that will suit them. 
The benefits of this include 
· More efficient and convenient process for the pharmacy and the customer.
· Reduces Paper.
· Safer, faster and more efficient.
· Patients don't have to visit their GP for a prescription.
· Patients won't have a paper prescription to lose.

A great example of this being used is the NHS Wales app, which has improved services across Wales. When it was first launched in October 2022, ‘75% of users reporting a high degree of satisfaction’.  (BMA,2025)
‘The NHS Wales App is now deployed to 373 GP practices in Wales which has achieved over 170,000 user downloads by March 2024’ (DHCW,2024)

Electronic Staff Record (ESR)  - With the increase in staff that will be employed in Emrosu the HR computer systems will need to be updated. Throughout the NHS all staff have a personal ESR record where all personal information/training/pay slips/holiday requests/sickness records are all stored in once place.  This would work well in Emrosu to have something similar. It also lets employees take control of their own data. (NHSBSA)
Q5. Define what is meant by ‘organisational culture’ and why it will be important to foster an appropriate and effective workplace culture in BPE after the acquisition. (AC 2.1)
Organisation Culture is at the heart of the organisation.  It reflects the traditions, purpose, beliefs and values that influence how people behave (Waite et al.,2021, P28)
Edgar Schein describes the culture in stages as seen in the diagram below. 

[image: ]
(sloan school of management,2023)
Artifacts
Technology will be standardised across all sites supporting a cultural feel. Consider similar layout and design of the pharmacies to maintain visible connections between the premises and linked to the brand. 
Expoused Values 
BPE has yourself at the head of the organisation, which means you are in control.  You will know all staff and customers personally and have a good relationship with them. You will also value your customers more than efficiency and profit. 
Emrosu due to the scale of the business might not know staff on that personal level and so that relationship and trust is not there. It is run more as a business with targets of growth and profit. 

Having organisational values that staff can align to will provide connection and a sense of belonging.
Underlying Assumptions
They underlying assumptions are the foundations of culture and can rarely be changed. They instil a purpose.  These will need to be explored within your team and set these organisational wide to again bring people in who align with the values.  These could be guided by recruitment as you expand. The assumptions are hard to see and are referred to ‘as the way things are done’ 
Scheins model will help identify how good customer service is achieved, cultural changes and management priorities. 
It is vital to create a positive work culture.  This will be created from the values of the organisation. A positive culture will increase employee engagement, which will lead to higher performance and productivity. Keeping staff motivated and feeling psychologically safe will let staff feel like they can be their true selves while at work. 
Examples of what we would find in a positive work culture are as follows:
*Open and honest conversations
*Letting employees have their say this could be about up and coming projects etc...
*Rewards system – rewarding long service 
*Learning and Development opportunities
*Job Security
(Waite et al.,2021, P29)
Diversity and Inclusion is also a very important part within the organisation.  Everyone should have a voice and feel heard. This will encourage them to speak up and feel valued within the team.
 (Waite et al.,2021, P30)

Q6. Explain how organisations function as whole systems and how the work and actions of the people professionals at BPE, after the acquisition, could impact the organisation. (AC 2.2)
Organisations are a combination of different teams, offices, cultures or systems they all must align to achieve the objectives of the organisation. (Waite et al.,2021, P32)
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(Mckinsey 2008)
Structure – The organisational formal framework.
Systems – The processes, procedures, and routines that guide how work is done within the organisation.
Style – Leadership and Management style of the organisation includes the culture values and beliefs.
Staff – The numbers, characteristics, qualifications and experience of the organisation's employees.
Skills – competencies of the workforce.
Strategy – the plan of action that the organisation adapts to achieve its goal.
Shared Values – Core values, it is the organisations central beliefs and attitudes (Business School 101, 2024)
If the McKinseys 7s framework is followed by BPE and Emrosu this will solidify the successful running of the new system.  The business will grow successfully while keeping a positive culture and increased productivity.

Q7. Explain the main reasons why it is important that any changes made following the acquisition are planned and effectively managed. (AC 3.1)
        It is essential that any changes made after the acquisition are carefully planned and efficiently managed, as employees will respond to change in different ways. Some may welcome the new developments, while others may feel uncertain or anxious. Maintaining open and transparent communication is crucial to keep employees motivated and engaged during the transition.  Without proper support, staff may come disengaged or frustrated (People Insight).
      You have built a strong reputation for delivering a personal service.  Throughout the acquisition process, it is vital to ensure that the high level of customer service customers is accustomed to is maintained, as any decline could negatively affect the pharmacy's future success.  Therefore, providing training to staff on maintaining excellent customer service will be key. 
         Kotters 8 step change model could be applied to BPE and Emrosu
1- Establish a sense of urgency – BPE and Emrosu need to make sure everyone know why the acquisition is happening to expand their customer database and raise their profile.
2- Creating the guiding coalition – This starts at the top with you and your son being strong leaders with the acquisition. 
3- Developing a vision and strategy – Share a clear message to all staff on what they expect the new organisation will look like.
4- Communicating the change vision – Set up meetings/newsletters/e-mails so that all staff are kept up to date with all the up-and-coming changes.
5- Empowering broad-based action – Make staff training compulsory to keep up with all changes.
6- Generating short-term wins - Share all positive news such as when objectives have been met/staff have completed training/ positive customer feedback.
7- Consolidating gains and producing more change – Keep improving processes until they are seamless.
8- Anchoring new approaches in culture – Make sure everyone is aware of 
the ‘mission statement’ all comply with the company's values. 
When followed this process is proven to successfully implement change within organisations. (Waite et al.,2021, P38)

Q8. Consider the importance and role that the people professionals in BPE and Emrosu could play during the changes. (AC 3.2)
The people professionals play a vital role in the smooth acquisition on both the managers and the staff side. They will help with the two companies coming together trying to make it as smoother process as can be while aligning values and culture.  Also, being there for the staff listening to concerns and voicing them.  People professions could have a spokesperson who could meet with you both to discuss how staff are feeling about the changes. 
The role of people professionals can speak between the staff and the managers. It is also important staff feel supported and listened to. Make sure staff have a say in the changes this could be done with meetings/questionnaires/anonymous ideas this will let staff feel like they have a voice and have played a role in the changes that are happening. Keep staff up to date with the changes this could be done via e-mail or face to face meetings. Give staff a chance to ask questions to you both about the changes. This would build trust between the staff, the people professionals and the managers.  













Q.9. Discuss how the changes could impact people working at BPE and Emrosu
The impact of change can be dealt with in different ways.  Some staff will embrace the change and look forward to progressing career wise and upskilling.  While other team members might feel anxious and uneasy about what is to come. The reality is no one really knows how it will affect individuals until the change happens.  Those who find change distressing or challenging may opt to be booked off with stress/anxiety.  These can all impact the service customers are experiencing whilst the teams are going through change. There is also the possibility of losing staff through the change process. This is why it is vital to keep everyone up to date with open communication and having good leadership

The Kubler Ross change curve recognises a series of responses that people often go through. 
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(Whatfix, 2025)
It will be a big change to all but one where everyone can learn off each other.  BPE is a small company so will have more of a family feel with more trust and stronger bonds.  Emrosu might have more of a corporate feel, so staff may feel more like a number.  It will take time but both groups can benefit from each other to eventually accept the new way of working. 
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