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Introduction

Guidelines outline key to successful business is efforts on work culture ensuring strong shared set of attitudes, beliefs, values, goals, practices of doing things that characterises an organisation that is supported by strategy and structure (Society for Human Resource Management, 2020).

Employees know what is expected of them at work, believing response is correct, and rewarded for demonstrating strong work culture by meeting business goals.

Businesses need to respond to the changing internal and external environment factors impacting workplace culture for better understanding will relate to a case study using Fentham convenience store.

Fentham Store is a small convenience store based in Aston, Birmingham within residential area under Grocery Sector. Business stocks everyday convenient products.
Business owned by Sole trader who is self-employed with two employees and operating since 2016. 

In order to grow business, sales, meet goals and make correct decisions, will analyse how these tools can assist store.

Pestle Analysis

Macro-environment rests in the external broader environment of store and industry in UK and indirectly impacts business operations, but store requires to manage factors to aid benefit.

Pestle analysis review tool store can assess how factors from macro-environment in Political, Economic, Socio-cultural, Technological, Legal, and Environmental effect business. 

(Perera, 2018, p.4) recommends regular usage of Pestle tool resulting in lowering external risks and assists in understanding market for effective decision-making and implement business strategy for successful operations. 

Political

Factors relate to how government intervenes in the economy.

Brexit

UK voted to leave EU in 2016, Brexit deal has still not been finalised to become an independent trading nation leaving business uncertainties for the future.

Brexit may make it difficult for supermarkets to purchase products from overseas affordably and swiftly due to exchange rate decreased. As product prices increase and passed to customer effecting customer reduced spending. 

(The Grocer, 2020) According to research published by British Medical Journal March 2020 stated in an event of no Deal food prices on average will rise by a quarter. 
Industry requires to analyse where savings can be made ensuring customers spending continues to increase profit margins.

[bookmark: _Hlk54779491]Webb,S (2020) explained Tesco acquired UK wholesaler ‘Booker’ in 2019 to offset post Brexit supplier issues. Prioritising stock to Tesco first, due to higher sales gains has led to supplier shortage on some major products for other businesses e.g. tissues, drinks. 

Leading to Fentham store experiencing supplier shortages notices on some products from local wholesaler. Brexit becoming imminent store needs to ensure customer are happy with prices of products otherwise customers may use other stores. Sourcing other suppliers should alleviate this issue.

Economic

Economic factors are crucial for businesses dictating how customers, businesses, suppliers, behave influencing on costs, prices, demand, sales, and profits in Industry. 

Interest Rates/ Inflation Rates

Interest rates at 0.1%, in order to maintain government Inflation safe rate threshold at above 2%. However, inflation is currently at 0.5% measuring how much prices of products have risen by. (Bank of England, 2020).

Reducing Interest rates and inflation impacts on increasing customers spending, by lowering mortgage payments having extra to spend shopping promoting growing markets to boost UK economy.

Currently business loan repayments are low, allowing to pay extra payments to clear off balance sooner.

Grocery industry in recession holded sales growth, not negatively affecting consumer demand due to necessity of groceries. 

(Sparks, 2020, p1) claims that local stores are more advantageous for stronger community and resilience, being embedded socially.

Store increasing sales yearly and COVID-19 effected store positively because customers bought more essential items.

Store would need to respond to economic conditions forecasting strategies to introducing new products, promotional offers, and pricing products competitively to entice customers dipping into lower profit margins. Poor economy may impact with loss of jobs and growth for store if not acted soon.

Environmental

Factors include carbon emissions, plastic waste pollution and plastic recycling, people’s attitudes toward green environment.

Plastic Waste

(Lumina Intelligence 2020) research shows 81% of UK convenience store shoppers believe it’s important to reduce the use of non-recyclable plastics damaging environment and 10% would spend £40 more.

Growing awareness from consumer to protecting environment, trend that cannot be overlooked as there more likely to spend more in stores.  

Supermarket investing in reducing plastic packaging on own branded products are biodegradable.

Recycling

Birmingham Council Sustainability Committee (2019) identified level of recycling in City is bottom of league table for UK Councils. Putting pressure to cut cost of disposal to save money and landfill space is running out. 

Committee report highlighted need to work with small businesses to support them to reduce plastic waste using Chamber of Commerce, plan to drive up recycling scheduled in 2020.

Store disposes all plastic waste and cardboard to Household Recycling centre which is prohibited to save on fixed cost of waste/recycling bins. 

Technological

Businesses respond on impact of technology where society expects instant results includes technological advances in supplier chains, online shopping affects operation, costs, service improvements. 

Supermarkets introduced groceries online using E-commerce platform impacting customer convenience growth appealing to technological customer base as internet widely used.

Deloitte (2020) Customers are shifting to online and delivery during Covid crisis with fears may become permanent.

Lidl invested in user friendly self-service checkout technology creating efficient customer user experience to deter customers from waiting in long ques, reducing labour costs. 

Electronic Point of Sale system 

To cope with technological advancements and effeciency store recently purchased EPOS system allowing customers to experience a faster service and software provides efficient information management on stock levels ensuring stocks are never empty and analyses customer habits from purchases to ensure store is meeting demands avoiding dissatisfied customers.

Payzone

Service increased footfall to store, system allowed customers to pay bills and top-up mobiles gaining sales to build regular customers.

Technology changes constantly and businesses are adapting to keep up to date with them for efficiency. Uncertainty for future of Fentham store is questionable as young generation millennial are more technologically aware, and capital required for technology is expensive.

Socio-cultural

Factors influencing sector include changes in people’s lifestyles, attitudes, demographic trends affect the demand.

Health/Lifestyle

(Sutton, 2019) NEOP saw massive consumer health awareness creating growth for demand of healthier foods.

Industry adapted to demand creating more healthier food aisles. Customers not willing to pay extortionate prices and Aldi, Lidl have affordable health products boosting demand.

Census (2011) shows Aston residents rated their health as 'very bad' worse than average person in UK and residents claiming benefits is 25% higher than UK average, suggesting low incomes deprivation area.

Store should consider selling more lower priced products to target more customer sales and encourage healthier eating store could provide healthy fruits and vegetables Mr Ahmed stated spoil quickly before being sold losing money. However, purchasing from local market in Witton opened 2020 would solve issue.

Demorgraphic Trends

Influx of Romanian entered Aston providing opportunity for growing sales creating Romanian food section.

If businesses do not respond to changes to society, they will lose market share and demand for their products decreasing profitability.

Legal

Legal factors include Employment, Health & Safety and Food hygiene laws that government set for UK businesses to follow stringently industry complies carefully to avoid fines/lawsuit that will impact on revenue and business image.

Menthol Cigarettes Ban

(Association of Convenience Stores) In May 2020 Government announced ban on menthol cigarettes to reduce smoking frequency. This negatively affected store cigarette sales demand accounting for a large part of store sales. 

Health and SafetyAct

HM Government (2020) Store must follow law with additional Covid-19 standards. Store has a duty of care to protect employees and customers complying with guidelines providing employees face masks, gloves, sanitisers, and glass screen on service desk and to ensure feeling safe at work and avoid absenteeism.

McKinsey 7S Model

Will analyse current internal elements that effect organisational culture at Fentham Store using McKinseys 7s model.

Berg (2004) Organisational culture are shared perceptions, knowledge and competence of organisational work practices that differ from other organisations.

Organisational culture forms the connection that holds organisation together, stimulating employee and group behaviour and attitudes to commit to organisation to excel performance.

Mukhamad (2020) businesses benefit using McKinsey 7S strategic planning model developed by Tom Peters and Robert Waterman in 1980’s consists of seven interconnected elements must align to acheive goals/objectives determining business is effectively functioning successfully.

Three “Hard Ss refers to visible, formal and measurable”: Strategy, Structure, Systems and Four “Soft Ss,”invisible referring to less formal and difficult to measure concepts: Shared Value, Skills, Style, Staff.

Study showed organisational culture is foundation for business to establish work efficiency, customer satisfaction, growth and any imbalance of elements effect business negatively.

Useful model for management to adopt in identifying issues to overcome to develop performance, competitive edge and change.

Structure(Aligned)  

Illustrated simple organisational structure, small hierarchy required due to having sufficient employees to operate small store. Employees supervised co-ordinated by manager, shows line of reporting and receiving allocated tasks for self-reliant role. This structure provides clear line of reporting however decisions dependent on one person.
Hard S visible and can be changed by manager.
[image: ]Strategy(Aligned)

Mwirigi (2017) Study revealed that strategy is most effective for competitive advantage in the Grocery Sector, adopting new-technology and services, promotions better products increased customer buying behaviours. 

Manager creates and directs planned strategies for competitive advantage of store from competitors, communicating to staff on paths.

Innovation from employee of placing clothing recycling bank to side of store with Islamic Relief scheduled November 2020 to increase customer footfall, benefitting environment and poor people and earn £50 month to invest back into store.

Applied for PayPoint machine a service for customers to pay utility bills, Bus Tickets, Parcels.

Opportunity provide Romanian products section catering for Romanian residents into area. Risk-taking as may not purchase and lose stock so promote section visibly when customers enter store. 

Strategy for success relies upon managers budget too, has certain amount of capital to invest in ventures restricting growth.

Systems(Aligned)

Store to function smoothly various systems are placed by manager. Following set procedures creates effective developments for store to provide good customer service and be on top of workload.

Manager invested in EPOS system significantly benefited processes of store.

EPOS a hardware till system that stores data of all sales activities. Sales operator scans via barcode of all purchases and automatically stored onto software. Manager able to ascertain accurate reports of sales and product stock availability daily saving on time.

Inputting product with cost and selling price for accurate profit margin % monitoring. 

Assists ordering stock highlighting low product availability preventing no stock and disappointed customers.

System drastically avoided inaccuracy of over ordering stock that occurred in past manual system resulting in dead stock becoming out of date, losing money by not selling on time and taking space in stockroom and financial deficit on cashflow.

System has created more time for staff to concentrate on other duties that were being neglected due to price tagging every item increasing productivity shelves tidier and replenishing stock quickly releasing space for new products.

Providing friendly customer service is paramount to store achievement, knowing regular customer on first name basis increased relationship.

System provides valuable information on big data for one person to handle. Identifies products that are popular or not in real time, forecasting which products to order.

Weekly EPOS sales reports assist accountant to produce accurate end of year financial assessment of stock, sales, expenditure, profits to acquire exact tax payments and business progress. 

Investing in this costly system was a risk that has been a relief for manager providing better insight and control of sales, purchasing right products saving on costs and increasing profit and keeping up with technological advances.
(Accountant Mr Ahad 2020) Business profits have grown steadily yearly by 5% and increased considerably this financial year to 15%. 

All transactions made with business bank card, to monitor all financial activities

Promotions: New products, annual celebration/religious events are promoted in dedicated front of store to entice purchases and products nearing expiry are reduced to half price for quick sale to create revenue.

Quality system: Suppliers selling in-store have agreement in place to replace items FOC if expired, aiding in saving costs.

Fridge temperatures are checked daily and inputted on form to monitor any changes that need to be adjusted manually or engineer call out to abide with Food health & safety rules.

Complaints are dealt with fairly and are very rare however when they occur customer will always be left satisfied not disappointed as manager wants continued custom and store image not tarnished.

Style(Aligned)

Store manager solely in charge adopting a democratic style of leadership with excellent  mannerism with employess delegating, directs, educates, clear concise instructions for effective flow of work processes. 

Work ethic is hardworking, persevering leader that rubs off with employees positively. Has open door policy fostering effective communication, listens attentively to employee ideas, concerns, respects opinions of work practises and act upon it involving in decision making e.g. for safety purposes employee requested panic alarm which was immediately installed. Also offering satisfactory explanation if he begs to differ, harbouring no ill feelings as has final say.

Strongest link working as a team and investing in growth of store creating enjoyable work atmosphere that customers feel when visiting store.

Staff(Aligned)

Store manager employs two full-time white collared sales assistants which is adequate for operating store.

Employees wear uniform symbolising unity and clear identification to customers to ask enquires.

Recruitment agency assisted manager to identify suitable candidate for interviewing. Employees trained by manager and contract agreed after successful 3-month trial period. Socialising with team and moulded to follow processes/rules of duties during induction. Effective changes welcomed empowering staff as operating in position daily gaining experience creating team identity.

Performance Appraisal meeting held twice a year monitoring performance providing cash bonus and wage increase yearly as reward for efforts as manager values staff tremendously and retains them. Smart targets have cultivated an enriching motivated work environment.

Skills(Slightly Aligned)

Staff completed online EPOS till training with additional assistance from manager ensuring attention to detail of processes was perfect eliminating errors. 

Both employees capable of job role when manager is absent running business errands, any issues arising staff use own initiative to problem solve before contacting manager or refer to routines/procedure’s logbook.

Employees communicate well with customers and speak trilingual as 80% customer base are Pakistani/Bengali.

New employee produced innovative idea for store to offer hot drinks for passing customers. Manager accommodating to idea and purchased small second-hand Nescafe counter drinks machine that sales operators make upon request. Proven a hit in increasing customer buying behaviour during morning/lunchtime when purchased with snacks/sandwiches improving service delivery.

Opportunity to further develop employee skills may be an option rather than in house training by manager e.g. expert company hosts customer services/first aid training course to expand staff skills and utilise instore.

Managers extensive experience, knowledge enthusiasm in supermarket/butcher industry has assisted in fulfilment of endeavours for store, but states capital is holding back future growth. 

Shared Values(Aligned)

Store has no written mission statement, but values vocalised and shown through behaviour by manager to staff from induction ingrained in minds and attitude to serving customers well, and ensuring daily tasks/rules are carried out to the best of ability. Producing formal mission visually would motivate/remind staff too.

Weekly check-ins from manager discussing work activities, general wellbeing ensuring mindset focused on increasing work productivity. Manager values openness and support provided to overcome problems that staff experience eliminating head on.

Manager rarely monitors all cash in tills after staff operation, Trust/integrity is at the heart of the store manager with staff however, checks should be made to uphold his role to check user accuracy and avoiding discrepancies. 

Manager is positive friendly creates high team spirit enviroment and praises team automatically instilling to staff inpleasing manager, customers intern enjoying role.

Manager closes store for Muslim prayers times to be observed respecting employee belief requests. Sign placed on shop frontage notifying customers even though may lose trade truly commendable. Sabina states” has not impacted trade as majority of customers wait”. Religious values being upheld at work tremendously builds morale inspiring effective united work ethics within employees.

Barriers to effective functioning 

Store will undergo new change to implement Butcher Counter in store with new partnership causing slight resistance to change for employee culture.

Hannan & Freeman Ecology Theory (1996) helps to assist store effectiveness in changes to work environment impacting on staff performances. 

Constraints

Due to not holding large amount of stock, with assistance of stock control using EPOS system manager wants to utilise storeroom for butcher counter to earn more profits adding value service in store.
Respond, Recover and Thrive to market trends of area are reasons for implementing new butchery service in 2021. New partner will join venture to assists with service, resources, for competitive edge.

Adaptation 

Investment from partner will move venture along quicker, saving on losses if invested alone. Partner will operate service saving on labour, and current staff trained in selling product.
Store manager should encourage open dialogue of how current store culture is adopted with openness to new processes creating smooth adaptation.

Inertia

Sabina concerned fearing unknown major changes and want to maintain status quo stability even though they want best for store future. The dynamics of management power may change with new partner influence, and extra processes may occur increasing workload, forcing staff to do bare minimum as resisting. 

Work Culture is valuable to employees as it reduces ambiguity and new partnership may conflict on how things are already done changing current positive attitude behaviours assumptions of staff.
Reassurance to staff in meetings to specify changes, concerns, goals should be addressed promptly to gain motivated work performances.

Selection

Careful communication in meetings of explaining benefits for long-term business and assisting community needs process will be positive and staff becoming adaptable and flexible to change.

Becoming complacent

Store has a trusting manager, and one employee took advantage of this and began to poorly perform by not completing set tasks. Resulting in another employee finishing their task frequently, due to observant manager after a informal conversation this was rectified behaviour immediately for fairness in work practices.

Multi-tasking

Pressure to get everything completed effectively within time scales. Prioritising is key dealing with customer requirements then during quiet periods assist with stock and other duties. Also reduce this by setting realistic performance expectations and communicating to manager so do not feel overwhelmed with stress with duties not completed on time providing SMART goals. If not resolved, impacts productivity and stress may lead to absences.

According to Alvesson (2013) Key to culture are collective shared ways in which employees do so in terms of understanding, emotions, and expressions of oneself to team and company environment.

Leadership need to understand employees concerns and responses to changes through quick dialogue eliminating problems. Implementing positive mindset of employees at ease and content avoiding negative assumptions to ensure good work performance. 

Globalisation

Globalisation is process of movement of goods, products, ideas, information, cultures around the world. People are more connected through information technology, travel, and trading.

Suppliers 
Increase in demand for consumer goods, has raised supply in the world. Creating many suppliers for product production for store. Higher sales and profits for the developing countries suppliers is taking away from the economic growth of developed countries, due to lower labour and fixed costs.

Competition

Competitors increasing for industry market share in countries. Businesses producing more products for stores that cost less and selling cheaper increasing consumer buying power incurring lower profit margins. This is an issue that store deals with regularly ensuring products supplied meet customer needs, to ensure regular shopping and not losing them to other stores.

Transportation

Transport advances to countries is easier via many methods for goods transportation, for supplying products to store. 
However, due to Brexit imports costs have increased effecting higher priced products.

Immigration work visas are limited to use lower-skilled paid employees from overseas for store.

Pollution

Herrmann (2009) Study revealed that Globalization significantly increased CO2 emissions into environment effecting global warming, and depletion of natural resources.  

Government are now enforcing supermarkets and suppliers to lower Carbon Footprint of transporting products and store required to waste disposal using appropriate recycling methods to protect environment.

Customer

The consumer has seen the benefit of globalisation in lower food prices, and wider choice.
Employees communicate to some customers in Urdu/Bengali language creating deeper connections to store.

Employees

Pakistani employee has provided wealth of information of likely Pakistani products to purchase for the majority of customer base from her culture. 

Employee on student visa which has benefitted store in paying her minimum wage and for her to gain work experience in UK. Both employees of Asian background respect manager and highly grateful shows in higher work performance ensuring they strive to work hard instore which is instilled from their cultural backgrounds. 

Store 

Store purchases products endorsed by Fairtrade Foundation e.g. chocolates for children. Store supports overseas developing countries workforce with improved wages and better working conditions reducing poverty and work life.

Profiting on supplying wide variety of products from around the globe to meet wide customer demands in store, leading to unified world culture.

Outsourcing

Large supermarkets have suppliers based in developing countries like India as storage/products is cheaper so save on costs and resources, even setting up Tesco in Bangladesh/India aiming at high-end market consumers.

Convenience store yet again need to compete with these larger businesses to be creative in ascertaining cost-effective ways to stay afloat e.g. sourcing the best quality goods priced reasonably, through various suppliers.

Technology

(IGD 2020) research revealed that convenience stores need to be up to date with technology advancement ignoring this will hamper success, as nowadays customers are utilising technology for ease. Store using EPOS system has assisted in quick customer serving and tracking sales and stock reports.

Globalisation is beneficial and making trading better and brings a balance to world economy utilising the wealthy and poor country balance, providing store the necessary items/resources to sell to customers.

Conclusion

To conclude conducted in-store Customer survey in establishing customer perspective values to store.
[image: ]
Feedback from customers painted a positive picture that store service is going in right direction in satisfying customer needs and store workplace culture is aiding well.

According to Harris Interactive UK market research (2019) Shopper loyalty improves customer engagement and retention only if businesses listen to customers needs.

Before this happens business need to understand pay attention, and focus on embracing strong internal workplace culture with staff as they are the heart of business functioning well. Thus directing business in improving service quality and meet goals and so instilling real value for a stable business.

Manager investing in a supportive environment for staff to thrive and feel valued allows for interactive innovation to move business forward.

Acting on information feedback gathered from Pestle and 7S store manager will appreciate easier implementation approach to strategies to attaining prosperous business.

Investing in the work culture aids in business efficiency, meeting goals, and prosperity.  

Fentham Store has a high-performance culture, practiced by having a manager that values his employees tremendously and nurtured them to believe in his values and vision which are the drivers for business success. 

Committed to building outstanding relationship with people directing positive behaviour from core.

Recommendations

Having excellent repour with customers suggest conducting short market research survey inviting customer suggestions on future products/services to meet their needs to accommodate future plan.












Appendix

Appendix 1: Steve Webb Booker branch manager 2nd October 2020 phone question
1) why are there so many supplier shortages notices on major products?)

Appendix 2:  Mr Kamal Ahmed Fentham Store Manager on 25th September 2020. Questions 
1) How do you embed culture in your store?
2) How do you dispose of recycle material?
3) What are your store strategies?
4) What systems aids efficiency?
5) What are stores shared values?
6) Why is there not a mission statement?
7) Is business increasing yearly? Spoke to Accountant Mr Ahad on % profit increases.
8) How do you compete?

Appendix 3: Interviewed Sabina Stock/Sales Assistant at Fentham Store on 9th October 2020. Questions
1) What factors matter to you at work?
2) How do you feel about working in store? staff, manager relationship
3) Have you grown as a person in skills, behaviour since starting?
4) Do you feel valued in store?
5) What are your initial thoughts/feelings on Butcher counter?
6) What are your initial feelings on new partnership?
7) Do you feel valued as an employee?
8) Does your role benefit organisation? 
9) What are positives and negative in working in store?

Appendix 4: Customer Survey conducted
[image: ]
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Fentham Store: Simple Organisational Chart
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Fentham Store Customer perceived value Poll

Store service is largely based on whether customers believe it can satisfy their wants and needs.
20 respondents carried out 23 Oct 2020 (average results)
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Staff helpfulness % & H %
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Store scored a maximum 4-5 five stars in nearly every category covered in the poll
Star Scores 1-5 (1 = poor to 5 being excellent)
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23-Oct-20 Fentham Store Customer perceived value Poll

Please answer the following questions
Please score Key: Star Scores 1-5 (1 = poor to 5 being excellent)

‘What do you think of store |Product range ?

What do you think of store Low Queues?
What do you think of store Staff helpfulness?
What do you think of store Value for money?
What do you think of Store Appearance?

Thank you for taking your time to completing this




