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Introduction.
[bookmark: _Int_m76Kho6k][bookmark: _Int_QZjkdDYJ]Nando's we all believe to be a Portuguese/south African originating chain. Did you know there are not any Nando’s in Portugal? Nando's first store originated in Johannesburg, south Africa. The original idea behind Nando's was a mashup between Portuguese and African cuisine. However due to it being the local cuisine in Portugal, Nando's as a company did not see any need for a Nando's in Portugal, as most of the food outlets there sell peri peri chicken as it is part of their culture, Nando’s had one store in Portugal in 1989 but it is no longer in business as it was not as interesting to the Portuguese due to the fact they can pick up peri peri chicken at the fresh food counter in their local spar (Ollie, 2020).  from data collected in 2022 Nando’s currently has 898 stores worldwide (Statista, 2023). 472 of these stores are in the UK (United Kingdom) and Ireland. Out of those 472, 71 are located in the midlands. The owner of Nando’s is a south African billionaire named Richard Enthoven, Enthoven is also CEO of Australian- based Hollard insurance group (Soliman, 2021).  in 2015 it was estimated his NetWorth was around $1.1 billion. Despite Richard owning Nando’s the popular chicken chain was founded by Robert Brozin and Fernando Duarte, they discovered a restaurant in Johannesburg called chicken land, they were amazed by the food which led to them purchasing the restaurant and renaming it Nando’s. And that was the start of a new movement in the food industry. In this report I aim to critically assess the workplace culture of Nando’s in broad street in Birmingham and the effect the surrounding environment has on the culture. I intend to explore any barriers that may affect the effective running of the organisation and provide recommendations to overcome the hurdles discussed. 
[bookmark: _Int_dbGbCQKq]Nando’s Culture. When we explore the Birmingham broad street Nando’s store, we can see that the culture differs to other Nando’s stores worldwide. This can be noticed quite obviously from the menus. In south Africa the menu sports many different chicken options such as a dish named “hot pot” sides such as “creamy corn” and “peri-Tato salad” these are items exclusive to south Africa, and they are catered towards the culture over there. Nando’s like most big corporations changes the culture of the workplace dependant on the location of the store and the culture in that location. The main theme of Nando’s always remains the same but is easily adapted dependant on surroundings. As we focus more on this Birmingham store, we see a difference in the menu, this is due to a change of environmental[image: ] culture. The UK has adapted to many diverse cultures making food chains like Nando’s extremely popular. Now in the UK there are 472 stores in total. In this report the focus is on a store based in the Midlands. The Uk stores still have differences dependant on area, that is due the cultural impact the local customers have on the sales at the store. In Nando's, Scotland you can get a Irn Bru to drink, as this is an extremely popular beverage in Scotland amongst locals. This has led to Irn bru being available as a drink in Nando's Scotland only. In the Midlands you will only find soft drinks such as Coke, and sprite also available in a bottomless version (2023). When we apply porters 5 forces (Porter, 1985) to this corporation and its industry, we find that bargaining power of the customers has an impact on the workplace culture as does threat of new entrants into the market. In Birmingham there is a rival peri peri themed store named Pepes’s, this store sells chicken like Nando‘s, with identical flavours like mild, hot, extra hot also some different flavours like Mango and lime (2010). Pepe’s however have a lot less stores in comparison to Nando‘s with only 173 stores in the UK, their stores are also a lot smaller with minimal seating.   The threat of new entrants influences the culture of Nando’s. To stay ahead of any possible new entrants Nando’s must focus on their marketing research. Nando’s currently operates over 1200 stores in 30 different countries, England has the most stores with 404 stores in operation. This is due to the environmental culture having an impact on the workplace. England lacks a diversity in the food industry that many other countries have. This has resulted in Nando’s becoming more popular here, Nando’s has become a leading restaurant chain like Pizza Hut and Frankie and Bennies used to be. Nando's have paid attention to the threat of new entrants and that shows in the number of stores they have, in England 404, as opposed to Turkey having closed its only Nando’s store in 2015 (Larson, 2022).  Using Porters 5 forces to analyse a corporation/business can allow the company to make sure they are at the top the league in their field of expertise. When it comes to marketing Nando’s make use celebrity endorsements to their advantage by gifting world renowned celebrities such as Ed Sheeran with a loyalty card known as a ’Black Card’. This card allows you to have unlimited free chicken and soft drinks in any Nando’s stores around the world, as part of the marketing deal anyone in possession of a Black card also gets increased mentions and free advertising (2020) marketing like this allows Nando’s to infiltrate other industries and gain a larger consumer base. This all part of the bargaining power of the customer. Nandos prides themselves on knowing their customers and what makes them happy. 
Environmental impact on the culture of the Nando’s workplace.
As we step inside Nando's Birmingham and analyse the workforce, we analyse the workplace to find that Nando’s has a ‘work hard play hard’ culture (Deal & Kennedy, 1982). Using extrinsic forms of motivation Nando’s UK offers many benefits to its employees for all their hard work. These include access to the Nando’s pension scheme which is exclusive only to UK employees, Free meals, and discounts up to 40% for you and 5 loved ones and even internal development programmes to help Nando’s employees really reach the best of their potential (2019). In the UK Nando’s offers an apprenticeship scheme names “Nando’s Varsity” (2019). This scheme is a further education programme that once completed will result in the participant receiving either a diploma in hospitality management or a diploma in hospitality leadership. Not only do you get a job, but you also gain a nationally recognised qualification. These UK exclusive opportunities are a result of the environmental impact. The reason these opportunities are offered in the UK are somewhat of a political influence,  in the UK education is free, the British people encourage their children to stay in education, go to university and get degrees, however a lot of students like to earn whilst they learn as living alone and learning can incur quite a debt in the UK. The apprenticeship scheme offered by Nando’s allows people to learn and earn alongside each other. The qualification received at the end enables participants to not only get a job in Nando’s, but they can also take that degree away and use it to fulfil a different career path in life having gained 3 years' worth of experience whilst achieving the qualification. Schemes like this play a big part in the organisational culture of Nando’s. The inside of this Birmingham store on broad street is quite large and like every other Nando’s around the world the interior is of south African/Portuguese influence with many south African themed pictures gracing the walls. This Nando’s is one of only 80 in the UK that are 100% halal (2023). This is due to the surrounding environment and for ethical reasons, in Birmingham, as of 2021 29.9% of Birmingham residents proclaimed to be of the Islamic faith (2021).  if there were no halal Nando's in Birmingham than they would lose 29.9% of potential customers. All 173 of rival peri peri themed restaurant Pepes stores are halal, this is something Nando’s may think about changing in the future.
 Ethical behaviour in Nando’s. Nando’s have five core values that they[image: ] apply to their business.  Pride, passion, family, courage, and integrity. these values are at the heart of the Nando’s workplace and play a major part in the culture. when we question whether the culture of Nando’s promotes ethical behaviour amongst employees? we discover that it most certainly does.  following on from their core values Nando’s holds an annual awards show called ’Nando’s life and soul’ awards where anyone who works at Nando’s can nominate a fellow employee and vote for fellow employees to win the award, followed by a generous party to celebrate. This is one of many ways Nando’s show appreciation to their staff. This encompasses all their values and promotes ethical behaviour amongst employees. using 8 steps to analyse the culture within Nando’s we see exactly how it is promoted amongst employees. as mentioned earlier are the core values that hold the business together are a key ethical element within the Nando’s workplace. these values are recited by every staff member every day and they are the epicentre of the ethical environment within Nando’s. there are 15 key ethical principles Nando’s encompasses a few as stated on their website in their core values. Honesty is particularly important in the Birmingham broad street store, Nando’s pride their selves on honesty this shows in the style of the restaurants. Nando’s finds honesty so important the kitchen is open plan allowing all customers to see exactly how they are cooking the food. when you enter the store in Birmingham you are greeted instantly through the double glass doors by a smiling staff member, giving the customer a welcoming feeling. you are then seated expeditiously, however if the restaurant is busy, which can happen as it is one of only 3 halal Nando's in Birmingham, then staff give you an honest waiting time and offer seating while you wait to be seated, if it is so busy the wait is too long staff will not persuade you into waiting hours, instead they offer takeaway services or the locations of any near stores that are less busy and can facilitate their Nando’s needs. This goes on to establish a rapport with the customer and build on trust. Integrity, already at the heart of Nando’s values with the belief all staff should encompass integrity, the staff at Nando’s Birmingham broad street are not just at work for a pay check, they care about their customer and about the experience provided. This is an especially crucial factor when trying to ensure the workplace and the employees are ethical. On the Nando’s website you can find the modern-day slavery statement. This explains in detail the measures that Nando’s take to ensure they are operating ethically. All the Nando’s stores in the UK are owned directly by Nando’s, this ensures they know all their suppliers on a personal level. to further monitor how ethically Nando's run their business, KPI’s such as staff training to prevent modern slavery and modern-day slavery audits and site visits have been established so that management can make sure everything is efficiently run (2021). this is purely for ethical reasons, 
Ethical dillema
[bookmark: _Int_13WplMLd]as previously mentioned, Nando's Birmingham has a rival store named Pepes, which currently has 173 halal stores in operation around the UK. Nando’s however currently operates only 3 Nando's in the Midlands and 80 in the UK overall. the amount of halal stores available proves somewhat of an ethical dilemma. The aim is to dominate the high street food industry, only 80 out of the 472 stores in the UK are halal, that is less than 25%. Out of the 33 stores in Birmingham only 3 are halal, so for the 29.2% of Birmingham residents that are Muslim there are few Nando’s options. This allows some rival stores to surpass Nando's and some customers to boycott Nando‘s. It will allow people to question the inclusivity of Nando’s and will give opposition leverage if not improved.  For ethical and inclusivity purposes I suggest that Nando’s expand the number of stores they have that are 100% halal. This is an ethical dilemma that could see the loss of many Muslim customers, and these will be customers Pepes will gain due to their considerable number of halal stores in the UK. To monopolise in the food industry in Birmingham it is suggested that Nando's change all their midlands stores to halal operation as it inclusive of all customers. As a result, we shall see an increase on the amount of customers rushing to eat at the Nando’s stores in Birmingham. Over the space of 12 months Nando’s can roll out halal operation over all 472 stores in the UK to ensure ethical operation nationally. Nando’s also pride themselves on operating a sustainable business. In the UK they have partnered with over 387 charities to provide any unused chicken to those that cannot afford to feed themselves, Nando’s ensure that NO food is wasted (2023).
   




Barriers obstructing effective operation 

Nando’s have been in operation for 31 years in the UK and have grown over time, however there are many barriers that obstruct effective operation. A common barrier that occurs in business is the repetition of bad decisions. As mentioned earlier in the ethical dilemma Nando’s faces regarding the inclusivity of Muslims customers we can see that modest improvement has been made in this area, despite Nando’s having been in operation for 33 years in the UK. This points towards the fact that Nando’s are repeatedly making the same decisions and not improving in this area. 
Recommendation; it is suggested that to govern the Birmingham stores a new team is created called the Nando’s ethics committee. Nando’s does not currently have a team dedicated to ethical work; they pride themselves on operating ethically however there is no direct team responsible for focusing solely on the ethical operation of business. I believe if a team were created that had one focus which was the ethics of Nando’s operation, then they would have a more efficient process for solving ethical dilemmas, increasing sales and popularity of Nando’s. This would be extremely beneficial to our Birmingham stores and take some of the strain off the staff at the stores already efficiently ethically run.
Another obstruction specific to our Birmingham store is the size of the store. Due to broad street being one of only 3 halal stores in Birmingham it bears the weight of more Muslim customers than the other 30 stores in Birmingham. One of Birmingham's largest stores is situated in bullring, bullring is one of the most populated shopping centres in Birmingham however sometimes due to the lack of inclusivity you will see the bullring store is quite empty in comparison to the broad street store being slightly fuller. 
The recommendation here Is that the broad street store is expanded. And more seating is added. The broad street store has an upstairs area which is just for toilets and spans across the whole of the store. If the large toilet area was made slightly smaller and still able to facilitate the maximum capacity of customers than more seating could be added to increase maximum capacity.
In the birmingham broad street store a barrier affecting effective operation is the current roadworks and remodelling happening to broad street over the past few years. This has caused a slowing in the walk-in customers to this branch. Their predicted finish date for the remodelling of broad street is in 2024 with no specific end date given yet. It is slowing down business and sales.
Recommendation; this store is located next to a large cinema. It is suggested that This store teams up with broad street cineworld and displays advertisements leading the cinema customers to the Nando’s next door. A promotional staff member can be placed inside the cinema venue during working hours in a Nando’s mascot uniform handing out 2 for 1 voucher with a qualifying cinema ticket for that day. This method of marketing will be beneficial to both Cineworld and Nando’s. It will drive customers to purchase cinema tickets especially for the 2 for 1 Nando’s offer next door. It will result in more custom for Nando’s as the cinema is on the front of BroadStreet whereas the Nando’s store is located off the main road and on the side road just off BroadStreet.

Conclusion
Nando’s has become a part of the brummy culture and is a very popular food chain here in Birmingham. 42% of visitors to the broad street store have reviewed that particular branch as very good. This shows how well broad street Nando’s are doing. Following our recommendations, we believe that 42% can increase to at least 60%. This report has shown that an ethically and sustainably run business proves a lot more successful.  
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