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“How do organizational beliefs, attitudes, and value systems affect workplace behavior? Also, how will tailoring workplace changes for the post-COVID mindset tackle the challenges we face now, and create more resilient businesses in the future?”
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1. EXECUTIVE SUMMARY
Pret a Manager is a 34-year-old, UK based, coffee and sandwich shop. This organization has a unique way of management, it also has its peculiar and own beliefs, values, and attitudes, that make them different in operating from other similar organizations. They are a company that believes in doing the right thing. Serving great tasting freshly handmade prepared food and avoid the use of chemicals and preservatives. Pret a Manger values are described as HAND.
Happy teams, happy customers
Amazing standards everyday
Never standing still
Doing the right thing
The company attitudes are the selection of food they have daily, level of customer service and their dedication to sustainability.
Due to the recent, 2020 Covid-19 pandemic, Pret a Manger had to close for a couple of months and had an enormous income loss, after opening some of the shop, they had to adapt to the new reality that the world is facing presently.
Pret a Manger is a mix of 3 management theories organization, even though Total Quality Management theory is the one that best applies to the company. Having a great leadership, planning strategically, they are extremely customer focused, analyzing all aspects, focused on human resources, they also focus on the process of management and like to see the business results, to maintain a high level of excellence. It focusses on meeting customers’ requirements and exceeding their expectations, for them it is important to attract and retain confidence of the customers and others involved in the organization. It has a quality policy and try to continuously make changes and improvements in their system. 
There are a few recommendations that Pret a Manger should make, especially, a few changes to their organizational beliefs, values, and attitudes to make the business more resilient for a post Covid world. They should start by thinking, that to keep their customers happy, they need to keep their employees happy first, because at the end of the day, it is the employees that keep all the shops running and the kitchen staff that wakes up really early, or even do night shifts, to make the production every day and have it ready even before the shops open, and if the employees are not happy they will not give their best and will be less productive.
2. INTRODUCTION
This report is about the organization where I work, Pret a Manger, and about its beliefs, attitudes, its value systems, and about how it affects the behavior in the workplace. And how tailoring workplace changes for the post-Covid mindset tackle the challenges that we are facing presently and create a more resilient business in the future. 
Pret a Manger is coffee and sandwich shop, co-founded by Julian Metcalfe and Sinclair Beecham, that officially opened its first shop in 1986, in Victoria, London, it’s a UK based company, that has franchised over the years to other countries in the world, United States, Hong Kong, China, France, Germany, Denmark, Dubai and Singapore. In 2016 they opened an all-vegetarian branch in Soho, London. In 2018 it was sold to JAB Holding Company for 1.53 billion pounds. Presently, Pano Christou is the CEO of Pret a Manger. Their aim is to serve freshly made food and good organic coffee, by making their handmade food, in every branch’s kitchens throughout the day and what doesn’t sell at the end of the day goes to charity. Pret a Manger has a foundation, The Pret Foundation Trust, founded in 1995, that helps people in need. (Pret, 2020)   
In the beginning of 2020, before the pandemic, Pret a Manger had around 400 shops in the UK. After the breakout of the Covid 19 pandemic and due to the fact that they had to closed, they started having financial loss. In June 2020 they decided that due to the financial  hardship the company was facing, due to the Covid-19 global pandemic, that forced the world to go into lockdown and in the process forced almost all companies to close for a considerable amount of time. Pret closed its door to the public, by government imposition, on the 20th of March 2020. All employees were put on the government Furlough scheme. On the 16th of April 2020, they opened 10 shops close to hospitals and slowly started opening more shops, with employees on a voluntary basis returning to work. In a newsletter to all the employees through the Workday App, in the middle of June 2020, from Pret a Manger’s CEO Pano Christos, employees were informed that the company was forced to close 30 shops in the UK, because they could not come to an agreement with the landlords,  also because of the difficulties that the company was facing, the company was losing tens of millions of pounds per month, they took the decision to make redundant 2890 employees and 90 in the company head office and support center. They predict that it is going to take many months, if not years to return to pre-crises sales levels. In October 2020, most of the shops had opened, but since sales continued to be 80% down, compared to the same period in the previous year, the company  made the decision of closing further 6 shops, and making 400 more employees redundant. (Pret, 2020)
This report will also include, the organizational beliefs, values and attitudes, and also the relevant key management theories, Scientific Management theory, Contingency Management theory, Human Relations Management theory and Total Quality management theory, applied to the case study of the referred organization. Provide critical evaluation of the theories applied to the organization and the relevant recommendations that the company should use to tackle the challenges faced and to become more resilient in the future.

3. ORGANIZATIONAL BELIEFS, VALUES AND ATTITUDES
(Anderson & De Silva, 2009)

3.1 [bookmark: _Hlk58780736]Pret a Manger Beliefs
The company believes in doing the right thing. Serving great tasting freshly, handmade prepared food and to avoid the use of any chemicals and preservatives. They also have Pret Foundation Trust that turned 25 years, a foundation that helps alleviate poverty, hunger, homelessness (The Pret Charity and Food Donation) and that gives those who need a second chance (The Rising Stars). During these 25 years, Pret a Manger has donated 35 million food items, helped and supported 505 Rising Stars and £7 million to 110 local charities. (Pret,2020)

3.2 Pret a Manger Values
Pret a Manger values are described as HAND.
Happy teams, happy customers
Amazing standards everyday
Never standing still
Doing the right thing

The company value the fact that by keeping their employees happy, they in return will give an amazing customer service and the customer leaves happy. They implemented the rule that every shop must deliver amazing service and have amazing standards. If a sandwich or a coffee is not according to the Pret standards, it is rejected. An Pret a Manger employee can never stand still; they must be doing something all the time. All employees must do the right thing all the time, if a customer complaint, the customer is always right. The 3 B’s, Be Kind, Be Honest, Be Generous. (Pret,2020)


3.3 Pret a Manger Attitudes
The company attitudes are the selection of food they have daily, level of customer service and their dedication to sustainability. The core behaviors in Pret are passion, clear communication, team working, open to change and realizing potential. They have perks for returning or deserving customers called Joy of Pret. (Pret,2020)


4.  MANAGEMENT THEORIES 
Management theories are several ideas that are putted together and that form the way an organization is ruled by, the way the supervisors of companies introduce their strategies to accomplish their final goals and thereby motivate their employees to perform for success, different management theories are used, depending on the company culture and on the type of organization, these theories were mostly invented a long time ago, but they are still used in the way most organizations are ran by. And were introduced to increase and improve service quality, productivity,  and their objectivity, increase collaboration and to make decisions simpler, various theories are used to implement strategies in every workplace, and these depend on the purpose of the organization and their workforce. 
4.1  SCIENTIFIC MANAGEMENT THEORY
A theory developed by Frederick Winslow Taylor during the 1880’s to 1890’s, (by 1910 it was at its peak) that analyzes the workflow and improving the efficiency of the economy, mainly labor productivity. Employees are assigned tasks that match their abilities. Using research, management, analysis tools, but it did not focus much on the individual.

The art of knowing of what needs to be done, in the best and in the cheapest way.
Its principals are:
[bookmark: _Hlk58762485] 1.Science, not the thumb rule – not getting stuck, but constantly developing and experimenting new ways to make the work easier.
 2. Harmony, not dispute – labor and management should consider each other indispensable.
 3. Cooperation rather than individualism – activities should be done in cooperation, to increase responsibility and get better results.
4. Developing each person to their greatest effectiveness and prosperity – proper training for everybody, work should be given according to their abilities and interest, so they have a sense of belonging.  (Taylor,1911)


4.2  HUMAN RELATIONS THEORY
This theory by George Elton Mayo (1950), that he developed from the 1920/1930 Hawthorne studies, is a workplace motivation and satisfaction theory, to influence the productivity and performance of the employees. Good working relationships are extremely important in an organization. Employees needed to be humans, not machines. Employees got more personal attention and better working conditions
MAYO AND HAWTHORNE 

= MOTIVATED WORKERS
Some important principals of human relations:  They like to give recognition to their employees, have a psychological contract with their workers, communication plays a big role in these kind of organizations, they show interest in their workers, they do group activities, and socialize to get to know each other. (Mayo,1950)

4.3 CONTINGENCY MANAGEMENT THEORY
Proposed by Fred Edward Fiedler in the 1964 in his article “A Contingency Model of Leadership Effectiveness”. In his theory he outlined 2 types of leadership: task and relationship motivated, and that the effectiveness depends on the situation. This leader’s theory claims there is no defined way to organize, lead or make decisions in a company, that it is mostly depended on internal and external situations. Leaders must be flexible and adapt. This theory is important in organizations because they learn from certain situations and can amend them in the future. (Verkerk,1990)


The key concepts for this theory are:  To determine the best approach in certain situations, a stable or innovative environment, the types of management ( mechanistic or organic) that works best for each organization, and technology can affect the structure of an organization.  (Verkerk,1990)
 
4.4 TOTAL QUALITY MANAGEMENT 
This theory was invented by Walter A. Shewhart in 1931 as” Economic Control of Quality of Manufactured Product”, and in the 1950’s W. Edwards Deming changed it to what it known today as Total Quality Management Model.
This theory is an approach focused on long-term success of customer satisfaction. Everyone in the organization participate to improve the process, products, services, and the culture where they work.
The principals of this quality management theory are:
1. Customer focus
2. Leadership
3. People involvement
4. Process approach
5. Systematic approach to management
6. Continual improvement
7. Factual Approach to Decision Making
8. Mutual beneficial Supplier Relations
The concepts of this theory include, leadership, strategic planning, customer focus, analyzing, human resources, process in management and to see business results to maintain high level of excellence. It focusses on meeting customers’ requirements and exceeding their expectations, it is important to attract and retain confidence of the customers and others involved in the organization. It has a quality policy and try to continuously make changes and improvements in the system. 

(Deming, 1950)

4.5 PRET A MANGER SHOPS MANAGEMENT THEORIES
Helicopter theory
Standing still for 20 seconds looking around during busy times and see what needs attention first, either organizing the langars, helping on coffee, helping in the kitchen, it is about prioritizing. But customers come first. (Pret Manager Journal,2019)

Pickle Jar theory
Your schedule has to be arranged around the main priorities, then everything will get done in a better way. A better way of managing your time. (Pret Manager Journal,2019)
MBWA (Managing by walking around)
Checking, coaching, listening, task-setting, delegating, following up, prioritizing, praising. (Pret Leaders Journal,2019)

5. CRITICAL ANALYSIS
A critical analysis on how the organizational beliefs, attitudes and value systems affect workplace behavior and how will tailoring workplace changes for the post-COVID mindset tackle the challenges we face now and create more resilient businesses in the future. 
No organization was expecting or were prepared for the unprecedented global Covid-19 pandemic, that forced most companies to close their doors for uncertain amount of time. Just like all the global organizations, Pret a Manger was not prepared for such a set back and had to implement all the necessary government requirements for a safe Covid environment. They had to spend a considerable amount of money to change the way the shops were operating before, to adapt them to the new reality. Till screens were put up, floor signage for social distancing, queuing systems, mandatory use of face masks, sitting areas had to be rearranged to have the necessary distance between them, even though before Covid, Pret as all about the cleanness of their shops, presently it is requires to do a 30 minute sanitizing of all the surfaces, even more frequent hand washing, Pret a Manger had a 30 minutes hand washing system in place before, now it is practically after every customer that is served. In the shop kitchens changes had to be made to the amount of people that can work at the same time. And obviously because of the financial crisis caused by the pandemic, many employees were made redundant. The company made certain changes to the employee’s benefits, like cutting hours, eliminating paid brakes and weekly mystery shopper bonus. All this will be review in the first quarter of the new year, and depending on the sales and profits, the benefits will be returned to the employees. The employees that remained have a completely different attitude now towards the company and it shows in their performance in the workplace. It is noticeable that that they are more conscious of their safety and constantly concern. Most of the employees are more anxious and stressed out. Pret a Manger is all about the quality of customer service, but presently some customers are very difficult to deal with and it affects some of the employee’s satisfaction at work.
The are 3 management theories that can be applied to Pret a Manger. Scientific, Human Relations and Total Quality Management. But mainly Pret a manger is a Total Quality Management organization; a management method that promote continuous grow and development, they have an innovative and different management system. They use a pioneering organizational and administration system. They participate in community and social work, participate in environmental activities. They are customer focused, customers come first. Managers and Leaders help managing each branch of the company. People are involved in the company, because their opinions are taken into consideration, they are continuously improving to give a better quality to their customers, they have mutual benefits relations with most of their suppliers, they have a systematic approach method, ongoing enhancement, a factual approach to making decisions. The company believes in openness and innovation is valued and rewarded, and the employees have an open relationship with the management team. 
But and even though Pret a Manger is more of a Total Quality Management Organization, 2 other theories, Scientific and Human Relations management also applies to the company. They also use science in the organization, but they do not have the thumb rule – they do not get stuck but are constantly developing new products and experimenting new ways to make the work easier for everyone. They believe in harmony among their teams, not in dispute – both the employees and management consider each other and know that both are essential. At Pret a Manger it is all about cooperation rather than individualism – activities should be done as a team, not as an individual, to increase responsibility and get better results in the end. The organization believes developing each person to their greatest effectiveness and prosperity – they provide the proper training for everybody, Team Members, Team Member Stars, Baristas, Hot Chefs, Team Member Trainers, Team Leaders, Assistant Managers, Managers and they are given the position according to their abilities and interest, so they have a sense of belonging. 
As a Total Quality Management organization, Pret a Manger will consider things and adapt the company to make it more resilient in a post Covid world. It will always be about doing the right thing towards everyone, always to Pret Standards, be its customers, employees, and their belief in helping others. Giving each employee the position according to their abilities. Their customers will always come first, their employees will have to be kept satisfied with their work environment, which at the moment is not happening, and they will continue to help the more vulnerable by donating the end of the day food to the charities across the UK. Furthermore if they want to become more resilient, they will have to adapt their menus accordingly to their sales or implement new better made to sell items so they have less waste, they have started to sell their beans and grounded coffee in store, online on Amazon and also in Waitrose, so that people that are working from home can still have their Pret a manger coffee. They also implemented delivery options, Order Ahead click and collect, using free delivery through Deliveroo, Uber Eats and Just Eat. They created a dinner Menu that people can heat up at home. They could start using more media to advertise or do direct marketing, something that so far, they never used. 
Someone with different beliefs, attitudes and values would probably interpret the theory differently. Someone with a for example a Contingency mindset will not understand that an organization is participating in community and social work, participating in environmental activities. That they are more customer focused, that for these organizations, customers come first. That Managers and Leaders help in managing each branch of the company. Inside every shop, they have their own management theories, used by the management of each shop, Helicopter Theory and Pickle Jar Theory and MBWA (Managing By Walking Around). (Pret, 2019). That the people or employees are involved in the company, that their opinions are taken into consideration and that they are continuously improving to give a better quality to their customers, that  they have mutual benefits relations with most of their suppliers, or that they have a systematic approach method, ongoing enhancement, a factual approach when it comes  to making decisions. In this kind of management organization, it is more difficult to adapt and accept the new rules and regulations, because people are more open and united.
 Because a Contingency mindset, have 2 types of leadership: one is task motivated and the other one, relationship motivated, and they believe that the effectiveness depends on the situation. This theory claims that there is no defined way to organize, lead or make decisions in an organization, that it mostly depended on internal and external situations that arise. This theory is important in organizations because they learn from certain situations and mistakes and can amend them in the future. In this kind of organization people will accept the new changes as something normal. In the current times that we are living, a different kind of management organization, will not understand that employees are facing a very challenging time and that especially employees with children that are being sent home, because they have to quarantine after someone tested positive for Covid, and the parents have to stay home with their children, these kind of management might take more drastic actions, than an organization that has a Total Quality or Human Relations management, where they consider their employees and are valued. 


6. RECOMMENDATIONS 

Pret a Manger should make a few changes to their organizational beliefs, values, and attitudes to make the business more resilient for a post Covid world. Pret needs to think that to keep their customers happy, they need to keep their employees happy first, because at the end of the day it is the employees that keep all the shops running and the kitchen staff that wakes up really early, or even do night shifts, to make the production every day and have it ready even before the shops open, and if the employees are not happy they will not give their best and will be less productive. Afterall the employees are putting their lives at risk, by working during a pandemic and they should get some kind of compensation, especially since during these times morale is low. So, they should bring back the mystery shopper bonus that the employees used to get every week, that would be a way of motivating them and incentivizing them to give their best performance. Employees are working double hard than before because the shops are currently understaffed, and without any perks, it makes it difficult to get the staff to be as productive, motivated, and happy as before. The company could reduce their cost by making more on demand production, when needed, instead of making a big amount of production, that most days does not sell. Since we are living in uncertain times, they could change their way of operating before, to a more adapt to the moment kind of system. They could do some surveys to understand what the customers want to buy. Since they introduced the coffee subscription, Pret Barista, (a 20 pounds per month, 5 drinks a day subscription), more customers come to Pret for their coffee, than before Covid. But in the process, they do not buy as much if any other product, as they did before.  


7. CONCLUSION
In conclusion to this report about how organizational beliefs, attitudes and value systems affect workplace behavior. And how will tailoring workplace changes for the post-Covid mindset tackle the challenges we face now and create more resilient businesses in the future. The organization that I used, is Pret a manger, where I work. This report covers a bit of the company history, Pret a Manger is coffee and sandwich shop, that opened its first shop in 1986, it’s a UK based company, that has franchised to other 9 countries in the world.  Their main aim is to serve freshly daily made food and good organic coffee. Before lockdown in March Pret a manger had 400 shops in the UK. After the breakout of the Covid 19 global pandemic, the company was forced to close all its shops for a couple of months. In June 2020 they decided that due to the financial hardship the company was facing, to close 30 shops and made over 2800 employees redundant. They predicted that it could take months to years to return to pre-crises sales levels. In October 2020, most of the shops had already opened, but sales were 80% down, compared to the same period in the previous year, the company decided to close 6 more shops, and made 400 more employees redundant
This report also covers Pret a Manger values, that are happy teams, happy customers, amazing standards every day, never standing still and doing the right thing, their beliefs, the company believes in serving great tasting freshly handmade prepared food and to avoid the use of chemicals and preservatives, and their attitude are the selection of food they have daily, their level of customer service and their dedication to sustainability. The Pret a Manger core behaviors are passion, clear communication, team working, open to change and realizing potential.
Furthermore, this report explains some of the key management theories, Scientific Management theory, this theory analyzes the workflow and improve the efficiency of the economy, mainly labor productivity, it uses research, management, analysis tools. 
 Human Relations Management theory is a workplace motivation and satisfaction theory, that is used to influence the productivity and performance of the employees. Good working relations are important in this kind of organization. Employees are humans, not machines. Contingency Management theory there is no defined way to organize, lead or make decisions in a company,  it depends on internal and external situations and Total Quality Management theory , that is about leadership, strategy planning, customer focused, analyzing, human resources, and to see business results to maintain high level of excellence. It focusses on meeting customers’ requirements and exceeding their expectations, and how they apply to the Pret a Manger organization. Lastly this report covers the recommendation for a more resilient business in the future. Pret needs to think that to keep their customers happy, they need to keep their employees happy first, because at the end of the day it is the employees that keep all the shops running and the kitchen
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