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1. Introduction
In this report it will be analysed how external factors affects organizational culture and performance along with the pandemic by evaluating Abellio organization's workplace culture and its effect on organizational efficiency using academic management models, methodologies, and theories like PESTLE , SWOT and Porter’s Five Forces Model. The report will critically look upon external factors that recently had an impact on organisational performance and how it affected its culture. As well the cultural web and how the employees behaviour have been impacted by the recent changes.



2.  background
   Abellio is a public transportation business based in the Netherlands that runs numerous bus and train services in the United Kingdom and Germany. It was established in 2001 as NedRailways and renamed Abellio in January 2010. The Dutch state train operator, Nederlandse Spoorwegen, owns 100% of Abellio. Abellio London is based in the Greater London area, is a subsidiary of Abellio and provides services on behalf of Transport for London.
Abellio bought National Express's Travel London and Travel Surrey operations in May 2009 and renamed them. In October 2009, Abellio London and Abellio Surrey opened their doors. Abellio owns and runs six garages in London, Surrey, and the surrounding area. Abellio London Limited operates Beddington Cross, Battersea and Walworth, Fulwell, Hayes and Southall (Abellio, 2021).

3. External environment analysis

3.1. Pestle analysis 
A PESTLE analysis is a framework for analysing the external variables affecting an organization at different levels, Political, Economic, Sociological, Technological, Legal, and Environmental. It provides understanding of the external variables affecting their organization. Because the analysis is adaptable, organizations may apply it to a variety of different situations. Human resource experts and senior executives may utilize the findings to inform strategic decision-making (CIPD, 2021). 
Political: A country's political climate has a direct impact on how a business operates. In the instance of Abellio organization, changes in local government have resulted in policy changes like the changes that had place regarding IR35 (self-employed rules). Additionally, the government's favourable or negative attitude toward public transportation is influenced by the economic climate, which has an effect on business. Brexit is one of the political problems that TFL have faced together with the pandemic which have resulted in a huge decreased number of tourists and local passengers, which later will affect Abellio.
Economic: A sustained economic slump was seen in the United Kingdom in the past 2 years due to the pandemic, Brexit and strikes that had place all over the country. UK (especially London) having a huge reduced number of tourists had an negative effect on demand for bus and rail services, reducing them . Profit maximization drives the company's total volume. Cost becomes one of the most significant variables that may be managed via resource optimization. Furthermore, petrol is a significant component of the company's expense. If inflation continues to increase, it may have a variety of negative consequences for the business:
· Unemployment may rise.
· Fuel prices could also rise.
· Customers' loyalty may be at risk of eroding.
· Rates of interest may increase.
· Travelers may pay higher prices. 
· Additionally, suppliers would suffer continuous price increases, eroding their trust.
Social: Social elements apply to the individuals who influence and are influenced by the company. People are fiercely competitive for private automobile ownership and the usage of other services like uber, which reduces the likelihood of business for the firm Abellio (and TFL). Additionally, social pressure is evident when it comes to avoiding public transportation. Nonetheless, society is completely aided in its efforts to travel cheaply. Abellio employs around 2500 people just in London, across six garages (Abellio, 2021).
Technological: Businesses are developing new sophisticated technology, buses are equipped with complete amenities for their passengers, while also reducing carbon emissions contributing to the environment. The latest buses are purchased to ensure passenger safety and security whenever a new route is acquired. Buses also include technological advancements such as intelligent speed assistant (ISA), CCTV cameras, ramp and zone for impaired passengers. At bus stops, real-time waiting information is  provided.
Environmental: Bus and rail-related businesses may make a significant contribution to the environment. Individuals are urged to rely more on buses and trains than on their own private cars in order to mitigate carbon emissions. Thus, in 2010, the driving energy further plan was established in order to save the environment. The business has dedicated energy managers who help in reducing the company's energy usage.
Legal: Legal aspects influencing a business are those that pertain to the laws, rules, and regulations that apply in a specific nation. New policies such as the injection of 14.8 billion pounds into the train sector (Elizabeth line)  encourage Abellio organization to maintain a strong relationship with the government in order to benefit both the economy and the business. Furthermore regulatory and legislative policies are being implemented as the pandemic have made more victims within the public transport industry.

4. Industry analysis

4.1. Porter’s five forces
Porter's Five Forces Model is a method or framework for determining how competitive an industry is, and therefore how appealing that sector is to someone who wants to join it and make a lot of profits. Analysing the Five Forces may aid businesses in anticipating competitive changes, shaping how business environment develops, and identifying superior strategic positions within the sector. The structure of an industry evolves with time and is not static. Buyers and suppliers may grow more or less influential over time (Harvard Business School, 2012). 
Profitability is determined by the Five Forces' combined strength as well as their interactions. These factors influence the players' conduct and define the total value produced in the business as well as how that value is distributed between them. The Five Forces approach pinpoints the factors that influence industrial profitability (Porter, 2008). Despite the fact that an industry's fundamental economics restrict the range of potential outcomes, the actual result is influenced in part by competitors' as well as other business players' actions. In a low-profitability sector like public transport (TFL), a crucial issue is whether the fundamentals would be consistent with a different set of corporate decisions that result in a higher degree of profitability over time (Porter, 2008).
Porter’s five forces are as follows:
a. Bargain powers of buyers
b. Bargaining power of suppliers
c. Threat of new entrants
d. Threat of substitute products or services
e. Rivalry among competitors

Buyer bargaining power: The price of a product is determined by market forces. The millions of people who use public transportation throughout the nation are buyers. As a result, public transportation is a highly competitive industry in which consumers want high-quality service at the lowest possible cost, as a result of competitive industry, London has the lowest travel prices in England (for buses) which is 1.55 pounds per trip  comparing to other cities. To ensure that the requirements are met, the business operates on a volume basis. As a result, TFL smart cards are available to purchase for customer convenience, and new visual maps are also being presented at stations in order to maximize client happiness.
Supplier bargaining power: Having strong connections with network rail and bus manufacturers is critical. The majority of the suppliers are small and medium-sized businesses. As a result, placing orders with local manufacturers contributes to general economic development while also ensuring that the business receives an acceptable price for its services. Furthermore, strong relationships aids in the mutual success of all parties engaged in the supply chain (Cambridgeshire, 2011).
Potential entrants: A company's power is influenced by people's capacity to join a comparable market. As a result, losing business to current rivals or new entrants is a significant problem for the company. In order to reduce the danger, the company maintains excellent connections with its consumers and strives to retain the high standards that have been set by TFL, while also working to improve further. In addition, for future growth, the business collaborates closely with stakeholders (Corporate Finance Institute, n.d.)
Threat of substitutes: This is influenced by the customer's capacity to find a better method to accomplish what the business does. Thus, substitutes for Abellio are: London united, stagecoach, go ahead, London Sovereign Ltd, Metrobus Ltd, Metroline Travel Ltd, Metroline West Ltd, South East London & Kent Bus Company Ltd, Arriva London ltd, Blue triangle buses ltd, CT plus community interest company, Docklands buses, London central bus company, London general transport services (Transport For London, 2018). 


Demand or competitive rivalry: There were 4.36 billion passenger trips taken by local buses in London, which accounted for almost half of trips take within England before the pandemic. The number of local bus passenger trips in England was 1.55 billion for the year ending March 2021, a 62 percent drop from the previous year. London fell by 60 percent. Outside of London, fell by 64% (Public Transport, 2019). Although the public transport had a huge decrease throughout the lockdown, in the recent months had an increase in passengers numbers. Furthermore there are huge investments made for transport improvements because London is quickly expanding and is likely to do so in the future. Its inhabitants was 400,000 more in 2011 than presences projections, and it is on track to surpass its wartime record of 8.6 million. By the early 2030s, it is projected to exceed 10 million people, and by 2050, it will be almost 11.5 million (TfL Visual Image Services et al., 2014). This means that every year, more than 1.35 billion passenger trips are performed. Everyone has a chance to expand since the market is so vast.

5. Organizational culture
An organization's culture is its personality and identity. Common values, beliefs, and assumptions about how humans interact, how decisions should be made, and how work tasks should be carried out make up organizational culture. The history and surroundings of an organization, as well as the people that manage and work for it, are all important aspects of its culture.
Effective leadership requires a knowledge of organizational culture. If leaders and managers understand their organization's culture, they will be better able to execute strategy and accomplish their objectives. Abellio’s culture revolves around the customer satisfaction and service quality (Chartered Management Institute, 2015). 
Within the company all relations and communications are held in a very formal way, that is what the company says, but as all London operators, management is focused on maximize profit for shareholders. Disciplinary (dictatorship) culture make senior drivers leave and that’s affecting the company’s performance. 
5.1. WEB culture
The Cultural Web Analysis stimulates how employees within an organization interact with one another, how they handle their work, but also how the organization as a whole corresponds to the outside world and the diverse cultures that exist there. The big picture of organizational culture is formed by analysing the six elements (Doherty & Stephens, 2019). 
 This clarifies the following questions: what works, what does not work, how we approach our work, and how we collaborate with other organizational cultures. There is a great need to manage organizational culture because it affects the organization's strategy and performance (Janse, 2019). 
Stories 
The stories told by the company to the drivers are a mixture of driving failures and accidents made by driver’s misjudged situations to increase the awareness within the company. At the same time Abellio promotes and shares stories about successful drivers that have won different safety titles and have scored high at the tfl customer experience and safe driving scheme, and later they have been awarded with cash or have been promoted to a higher position within the company. 
Rituals and Routines
Abellio’s expects from employees to deliver a good service quality and engage with customers while at work. At the same time drivers are expected to keep a social distancing with the customers and check their temperature every time they sign on at the garage. 
Symbols
The symbols that Abellio have are:
 The 3 sees - which stands for:
· keep 3 seconds distance from vehicle in front
· See more – read the road ahead
· See mirror – check the mirror every time before making any manoeuvre
“The Abellio way”, this text is written everywhere at Abellio garages which means
· Sincere
· Professional
· Proactive
· welcoming.
“The golden rules”, this is another reminder posted within abellio garages, these golden rules are made of 5 rules which are: 
· Rest – make sure to be fully rested before showing up to work
· Driving in depots – always use hazard lights, headlights and 5mph
· High-viz jackets to be always worn within the depots
· Reverse parking – always reverse park within the depot
· Driver first user check – always drivers must make sure the buses are roadworthy as this is a legal requirement  of a bus driver. 
As well within the company the dress code is that everyone within the company must be looking professional and wear black shoes, shirt and tie.
Organizational structure
Abellio have an functional organizational structure where both directors have direct power over employees in this organizational structure, and they can also transmit information to managers they don't directly oversee. The same may be said of a manager's connection with his or her team. A direct channel of contact is available. The importance of communication in the workplace cannot be overestimated. 
[image: Diagram
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Control systems
Abellio have a few ways of controlling company’s performance and driver’s driving quality, as well TFL controls Abellio’s service quality. 
a. TFL controls: tfl is checking Abellio service quality through QSI points (quality service inspection points) which are placed at specific bus stops and detects the buses when they arrive at the stop hence checking the time of arrival and the supposed time arrival. As well tfl checks driver’s driving quality and customer engagement through so called ‘’secret passengers’’ where a tfl passenger gets on the bus assessing the driver’s way of driving ang how he engage with the passengers, as well his/hers knowledge of surrounding areas and points of interest (Transport for London, 2018). 
b. Abellio controls: Abellio controls the service quality through ibus controllers, where they have constant information about all the busses on the route and their live running time, in case that a bus is running early the controller can stop the bus before reaching the QSI point and regulate the service. In terms of driving quality and surrounding knowledge Abellio resort to the same strategy of engaging a secret passenger (Transport for London, 2018). 
Power of structure 
The power within Abellio stays with the CEO, further are the two COO’s ,followed by the garage operations managers and drivers managers. 

6. Internal business environment 
 Resources: Abellio Bus operates bus services throughout London on behalf of Transport for London and is part of the Abellio Group, a significant transport operator in the UK.
Abellio transports 150 million passengers annually, employing 2,500 people across six depots in Central, South, and West London.
Abellio also provides Rail Replacement services throughout the UK via Abellio Rail Replacement, coach parking at our Central London Battersea facility, and vehicle MOT services at our Camberwell and Twickenham locations, in addition to bus services in London.
Brand value: Abellio was established in 2002 as NedRailways by NS to take advantage of the European transport sector's deregulation. Merseyrail's 25-year franchise was acquired in 2003 via a joint venture with Serco.
After acquiring Abellio Deutschland in 2009, NedRailways was renamed as Abellio. This purchase also resulted in the group's growth from an owner of two rail franchises in the United Kingdom to a European public transport business. In the same year, the company launched its first move into the London bus industry by acquiring London Bus from National Express. 
In 2012, Abellio Greater Anglia was awarded the first solo rail franchise in the United Kingdom. Additionally, five rail bids in Germany were successful, as was the acquisition of Qbuzz in the Netherlands. Abellio was granted the contract to run ScotRail - Scotland's National Railway - in October 2014. The franchise officially began operations on 1 April 2015. Abellio was granted the next East Anglia franchise in August 2016, which would last until 2025 (Abellio, 2021.). 


	Abellio London Bus (in € million)  
	2020
	2019

	Government income                                  
	208.2
	191.7

	Rail Replacement (Intercompany)             
	31.3
	31.4

	Revenue                                                    
	239.5
	223.1

	EBIT                                                           
	9.2
	11.1

	Capital investments                                    
	2.5
	5.6

	Guarantees provided by NS                     
(Reporting, n.d.)






	
	



Performance
The company’s performance is affected by internal factors as employees morale, this is happening because drivers are mostly given disciplinary actions against them if a simple complain is made or even if the driver is running early on the route. The most important factor for which the drivers morale are down is because the company’s strategy of “fire and rehire” strategy of cutting the costs (MyLondon, 2021). The company does this because a driver after 2 years in service they will get the top rate hourly rate. When a driver is fired and rehired he/she will get low (beginner) hourly pay rate which makes the company more profitable (Reporter and Pearce, 2021). 
Another reason that affects the company’s performance is when they fire old drivers and hire new ones, majority of the new drivers have a poor knowledge of English and poor knowledge of surroundings, which affects customer interactions and customer satisfaction when asking for directions and other information. 
Issues that affects performance is the relationship between drivers and controllers where conflicts arise because of attitudes. Controllers tend to give the driver a morale when they are running early telling them to stop the bus before reaching at QSI points (quality service inspection point) where TFL are checking the service quality. Most of the time the controllers are adopting a bad attitude which makes the drivers feeling like they are inferior which leads to conflicts. As well the drivers do not want to stop the buses because of fear of frustrating the passengers and this conflict affects the company performance (Transport For London, 2015).  
The recent cultural shift impacted employee-to-employee interactions. The company's feedback mechanisms were totally broken. During the epidemic, employee conversations were almost operational. The focus was on short-term solutions, including ensuring workers wore safety gear. This was restored after developing a phone app where drivers may submit issues to management. The business had to educate drivers online for CPC, which hampered some drivers' comprehension due to a lack of digital skills and connection issues.
While employers must recommit to training, the focus may shift. 

Earlier this year, the company have shifted overnight to new software tools with little planning or training. Many drivers  are still struggling to use and adapt to the new technology. It might be time to get everyone up to speed on digital skills training. 
But as our economy recovers from the pandemic, it is time to return to the ways that the company used to promote culture and provide an environment in which people could be the best versions of themselves (Emmer, 2021).

6.1. SWOT analysis
SWOT analysis is one of the most effective ways to make the most of an organization's strengths is to improve its weaknesses and minimize its threats while taking full use of its opportunities (Nina, et al., 2017). During a SWOT analysis, the leadership team determines the internal and external variables which will influence the future success of the business (MindTools, 2001).

· Strengths
a. Abellio has over 19 years of expertise in the transportation business.
b. Customers are satisfied with the services provided
c. Good service quality
d. Year after year, the company's reputation of stability and safety improves.
e. Liquidity and revenue generation are doing better than they were in the previous quarter.
f. Rail and bus sector is well-established, with consumers who have confidence in the company.

· Weaknesses
a. As insurance claims increase, the overall wealth of businesses decreases.
b. Increased competition leads to a decrease in biding price when tfl announces availability of new routes.
c. The company's pension plan is one of its greatest vulnerabilities 
d. Lots of drivers with poor knowledge of English and surroundings


· Opportunities 
a. Making people aware of the advantages of public transportation may lead to an increase in the size of the market.
b. More contracts in the UK will increase the company's profitability.
c. Abellio may benefit from having additional driver training programs.
d. There will is a decrease in the use of fossil fuels and a move to hybrid and electric technologies.

· Threats
a. Demand may be reduced during another economic slump like the pandemic we had witnessed.
b. An rise in fuel costs leads to an increase in labour costs, which in turn impacts the company's revenue
c. Abellio future ambitions may be harmed by Brexit and changes in government laws and regulations
d. Increasing competition and maintain a high level of quality at all times.
e. Despite the business's excellent safety record, any significant event may damage the company's image and cause customers to lose faith in the company



7. The ethical dilemma
The ethical dilemma at Abellio is the ‘’fire and rehire’’ approach against the drivers in order to cut the costs and increase the profit for the company. Most of the drivers have experienced this approach at some point in their career. This happens when a driver reaches at two year in service and their hourly pay rate increases to so called ‘’top rate’’. When this happens the company tries to fin any mistakes that a driver does in order to get rid of them and hire a new driver on a lower hourly pay rate until they reach two year in service and all starts over again. 

8. Conclusion
In light of the present economic climate, Abellio seems to be performing well. But despite the market's apparent lack of optimism, the firm continues to thrive and expand its operations. Despite the fact that the business has strong foundations and an excellent work culture, there are still a few adjustments that may be made. Buses and trains are also promoted as a means of reducing traffic and carbon emissions.

The business also maintains good customer connections and works to maintain the high quality set and to enhance it further in order to reduce the risk. Year after year, the business tries to raise the bar on customer service and satisfaction in order to surpass its competitors.

9. Recommendations
Being a growing company within London, Abellio is trying to minimize the costs and maximize its profits by cutting down operation costs and drivers duties hours. To minimize costs Abellio should cut duties from running time, which most of the time is way to much running time and often drivers must stop the bus a few times to regulate the service which leads to customer and driver frustration and sometime to arguments between them. 

By cutting from running time it will increase driver and customer satisfaction. E.g: route 278 in the day time from Heathrow airport to Ruislip the running time is 72 minutes and stand time is maximum 6 minutes which is not enough for the driver to use the facilities, at night running time is 45 minute with a maximum 10 minutes stand time. By taking from running time 10 min out of 72 min and add an extra 5 min to stand time it will increase driver satisfaction as well as customer satisfaction by not stopping along the way to regulate the service so often.

10. Individual reflective report
In this individual report I will analyse my understanding of workplace culture and it’s impact on the organization by using Driscoll’s reflection model.

What?
At my workplace I used to feel and kind of see the culture of the organization but I had no idea that is actually called ‘’organizational culture’’. I could see all the signs and symbol that the company apply to all it’s garages, and once I see the signs it would instant mean something to me, or send a sublime message that makes me comport in a way or take some specific actions.
At the beginning of this module I was a bit confused as I thought that culture it should be something that belongs to a nation or a religious sect. later in this module I have learnt that every organization have it’s own culture or ‘’character’’ (Sewell, n.d.).



So what?
In this module I have learnt that workplace culture refers to the conduct that occurs when a group of people agrees on a set of tacit and unwritten norms for cooperating. It is also made up of all of the life experiences that each person brings to the company, and it is impacted in particular by the organization's founder, executives, and other management employees due to their decision-making role and strategic vision. Every employee, on the other hand, has an influence on the workplace culture. To put it another way, workplace culture is to an organization what a person's character is to an individual. 

I have learnt that work culture is essential because it connects employee engagement, happiness, productivity, retention rate, and good recruiting efforts, among other things.
Sadly retention rate for Abellio in not that high, as well recruiting does not have too much success because of covid-19, Brexit, DVLA strike and IR35. I would have not known this if I would not have learnt how to analyse a business environment and it’s external factors. 
Because it may either strengthen or undermine your company and its long-term goals, workplace culture is just as essential as your overall business plan (EU Business School, 2020).

Now what?
I know now how to look at an organizational culture and from now on I would pay more attention to it when it comes to choosing a new workplace. 
For this I would use the tool WEB for cultural scanning. The Cultural Web is a method for mapping an organization's culture and a means of viewing and understanding the many factors that impact organizational culture.
It may be used to map present culture as well as future culture, depending on the question, "What does the culture need to look like in order for this transformation to happen?" The two maps may then be compared to spark debate and show what, where, and how change can be achieved (Anon, n.d.).
Take I will look around the building and look at some of the visible indicators of culture as an easy method to evaluate and observe the culture in your company. I would look for things like:
· What is the process for allocating space?
· What are the locations of the offices?
· How much room is allotted to whom?
· Take a look at where folks are.
· What's on bulletin boards and hung on the walls?
· What is on show at workstations and around the building? What about in the work groups? Is it better to keep your belongings in lockers or closets?
· What are the many ways that common spaces are used?
· What do individuals say to one another in their letters? What does one say in a memo or an email? What is the message's tone (formal or casual, friendly or angry, etc.)?
· What percentage of the time do individuals communicate with one another?
· Is all communication written, or do individuals speak to one another?
· How do you envision workers interacting with one another? 
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