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This assignment displays a developing understanding of the organisational culture within the Metroline Bus operating Service. It aims to highlight ways to improve the ability to function within the organisational norms with a particular focus on sustainability, which is essential in the workplace.
To evaluate behaviour within this organisation, an examination of workplace culture and the over-arching exterior environment in which Metroline functions, is performed.
 
Braddell Limited, (owners of Metroline Bus Operating Service) is the parent company of ComfortDelGro whose head offices are in Singapore. 
ComfortDelGro (2018) do business in seven countries, employing around six thousand ninety-six people on mainland United Kingdom and 17 in Ireland. Metroline operates under contract via Transport for London. 

Organisational character is the organisational culture on which their reputation hinges. A combination of non-formal communications which encapsulate the essence, tenets, ethical standards and beliefs of the organisation are a large part of the culture since they outline what the acceptable internal conduct and behaviour are.

In their journal, Mihaela and Bratianu (2012) highlight a selection of the differing opinions of organisational culture. To mention a few of the models or theories included are: Herman’s Iceberg Model, which discusses the difference between the formal self-evident and informal less-evident and invisible attributes of organisational culture. Handy’s four types of organisational culture, aptly named Role, Task, Person, and Power. Additionally, the Denison Organisational Culture Model which seeks to establish the degree of reliability vis-à-vis versatility, likewise, initiatives handed down through the organisation in as opposed to initiatives fed from the bottom up through the organisation.

PESTLE analysis (known initially as PEST analysis) is used to contemplate the external business environment. It communicates the state of the economy as a whole as opposed to a specific zone or district. SWOT analysis organises and recognises the principal internal resilience and vulnerabilities, in addition to exterior opportunities and challenges.

The analysis information gathered for this assignment covers events taking place in the United Kingdom – London in particular, intercommunicating Metroline Bus Operating Service’s internal and exterior environments. In short, it assists in planning for the future trajectory of the organisation.

Concerning the organisational workplace efficiency of Metroline, we will take into account the effect of formal and informal relational dynamics on productivity. Efficiency generally denotes productivity and how best revenues are acquired using minimal costs, i.e. the ability to use fewer resources in order to achieve a higher output or service.  
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In order to institute and build on a culture of sustainability within Metroline Bus Service, we must first analyse the broader societal influences. That means bringing together the opinions of the different departments within each of our fourteen bus depots/ garages (Metroline, 2016) and possibly the commercial team operating our four Metroline Country Routes (2016). There is also the head office, customer service and recruitment departments that may have valuable information to add to the discussion. From these discussions, we must then choose the main points and use them as a springboard to improvements.

In our Tactical Analysis (common name SWOT Analysis), the top internal strengths identified as to be built upon (Fig 1) are;
· Training for all drivers
· Low-cost travel 
· More constructive use of time
· Environmentally friendly 
· Quicker journeys via designated lanes
· Good for physical health
· Improved road safety 
· Reduced congestion
· Realtime bus information 
· 24 Hour Service
· Contactless payment
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Metroline is a targets-oriented organisation. In their efforts to meet those targets, the management comes across as overly dictatorial and uncaring. The company structure is bureaucratic, with many levels of managers and supervisors, this exacerbates the problem. Hence the need for continual upgrading of skills through training. The bureaucratic nature of Metroline Bus Service reduces efficiency as it takes a long time for decisions to be agreed upon/ to implement changes within the organisation; thus, more resources used in order to achieve the same or higher revenue.

Metroline has, currently is, and has plans to continue, investing heavily in training to upgrade the skills of managers and supervisors to combat the dictatorial culture that has emerged. This investment has a direct impact on Metroline’s costs/ expenditure and can either be seen as an efficient way of utilising the organisations' resources and profits - assuming the long-term effects of upskilling management outweighs the cost and improves revenue over time. Conversely, inefficient if there are no long-term positive effects of the training and costs are increased for no tangible reason. 


Being affiliated with Transport for London has some benefits. The affiliation means that we have access to high-quality research and training, which is a considerable cost saving because TFL has already made investments in this area. The fact that Metroline can access training without having to spend or invest in this area essentially means, management can opt to spend what they might have budgeted to spend on research and training on alternative more effective elements within the organisation (opportunity cost). Since 2016 safety on London’s roads has been under scrutiny by the Transport Research Laboratory (TRL) (Kimber, 2005) who are frontrunners for research in safeguarding the roads and other forms of transport.

New initiatives to improve customer safety and service have been rolled out across TFL and their contracted bus services. Metroline has, currently is, and has plans to continue, investing heavily in training to upgrade the skills of managers and supervisors to combat the dictatorial culture that has emerged. This investment has a direct impact on Metroline’s costs/ expenditure and can either be an efficient way of utilising the organisations' resources and profits - assuming the long-term effects of upskilling management outweighs the cost and improves revenue over time. Conversely, inefficient if there are no long-term positive effects of the training and costs are increased for no tangible reason. 

Most notably, is a course of action known as Hello London (Metroline, 2016), the training element, presented by an unconventional company called Steps (2019), who specialise in workplace behavioural reforms. They use the mediums of dramatics and role-play. Over two days, they recreate workplace scenes to achieve pre-agreed outcomes.

Improvement in, and increased, customer service generally improves revenues as more customers will want to ride the bus if they are certain they will receive excellent customer service and safety on their journey. The customer experience is vital if Metroline is to see increased revenues. In terms of organisational efficiency, the impact would be beneficial if long-term revenues outweigh the costs of implementing Hello London. 

The desired outcomes include improving our driver’s ability to engage positively with the service users on every occasion. The hope is that this will enhance their empathetic viewpoint and acknowledge the importance of good relations with customers as individuals with individual needs, and of course increased revenues (which may take longer to realise).

Unfortunately, travel by bus, a reasonably low-cost option, for some passengers means no respect for the bus or other service users. Left unchecked this could put people off of using the bus therefore reducing revenues and putting the future of the route in jeopardy. We should consider a campaign to encourage everyone to be mindful of other passengers and behave accordingly, while using the bus, i.e. not leaving their rubbish behind, speaking in an appropriate volume to one-another and on the telephone. Then public transport (in theory) is enjoyable for all, all the time. 

Taking the bus allows service users to catch up on emails, apply their make-up, make phone calls, read a book, the list goes on, as they make effective use of their travel time. Some of the new electric buses have USB ports for phone charging. We were the first bus company to introduce a complete route of zero-emission double-decker buses (Anonymous, 2016) (Anonymous 2011). Those commuters that are concerned with the current and future state of the environment would be more comfortable using public transport on our environmentally-friendly vehicles: as they do not impede the potentiality of those who come after us to sustain themselves when satisfying the demands of today.

More information about how headway (part of the auditory-visual notification system) functions need to be passed on to the passengers as not all understand why buses get delayed at stops from time to time. Headway helps to regulate the service. It encourages more people to wait for/ board the bus, by showing how many buses are yet to come, and the time frame in which they will arrive — thus creating a reputation of regularity and reliability and consistency, which in turn gives rise to a sustainable service (Chen, 2019).

Changes to fare evader management have put an end to confrontations that hold up entire buses (reducing an element of daily stress from the driver). Bus drivers are comfortable in the knowledge that they do not need to confront fare evaders and enforce fare collection policies as they have the support of revenue collectors who have had specific training in this area. This initiative acts to recoup missed revenues. However, not all bus drivers are privy to this technology or practice so may continue to drive the buses with the burden of having to track fare evaders which may negatively affect the journey and experiences of other passengers.

[bookmark: _Toc18533060]Elements of external Strength
The top internal organisational weaknesses identified are:
· Further training for management
· Increasing bus fares
· Little known brand name
· Shortage of native English-speaking drivers
· Lateness
· Cashless system Poor software and equipment on buses

Although TFL invest heavily in training for their drivers. The senior management at Metroline Depots (those above supervisor level) requires retraining (as training is all driver focused present). There is an attitude that divides them from their subordinates, which impacts outputs. Metroline is well known as an employer that compensates employees well for their time. Employees feel that management believe a good pay packet is all that is needed, as is outlined in the equity theory (of compensation). Therefore, subordinates should just follow orders. There are no congratulations or praise beyond the ones set by company policy.
 

In the rush hour, journeys made on buses are much quicker than they once were thanks to designated lanes. The impact of this external strength on organisational efficiency is that more passengers are able to board the bus during rush hour traffic. Therefore, more revenues are collected in comparison to times before, when there were no designated bus lanes and bus journeys were held up by normal traffic. 

After the incorporation of the twenty-mile-per-hour driving limitation, safety on the roads has improved (Grundy et al., 2009, p.1). Road safety has also seen improvements with the reduction in congestion particularly within the congestion zone. The introduction of auditory visual notifications on all buses (Transport for London, 2009) and Countdown Digital Signs at many bus shelters (Transport for London, 2013), provide commuters with a tool that enables them to better to plan their journeys. The combination of safer roads and accurate regular notifications aims to breathe new confidence in commuters and less regular travellers alike, to travel to unfamiliar places by bus in confidence and in good time. Thus, gaining a reputation for reliability - increasing revenues.


Many of our customers include travelling on public transport as part of their fitness regime. Our twenty-four-hour service allows passengers to leave their cars at home, therefore increasing mental and physical health by virtue of movement. Fewer vehicles on the road culminate in a reduction in congestion and harmful particles in the air. Twenty-four-hour service also means more passengers are likely to ride the bus in the same time period translating into more revenues. Again, the overall efficiency impact is likely to be positive if the sum of revenues gained outweighs the cost of a twenty-four-hour service.


Corporate social and environmental responsibility.
In order to create and maintain a culture of sustainability, Elkington’s triple bottom line fosters a need to understand how the company’s operational undertakings affect society; with a focus predominately on sustainability models. 

The norm for unsustainable growth, for a company to focus on increasing revenues (tutor2u, 2016) is frequently highly toxic to the environment, to the market or a lifestyle. A company created for sustainable growth refers to the market replacing something obsolete, that can do it better and more efficiently while addressing poverty.
 
Producing a good CSR policy will protect Metroline’s moral image and strength in times of trouble. If successful in pushing the limits of regulated obligations, Metroline will emerge as caring about more than company profits. Metroline participates in, and associate themselves with, corporate policies that improve the environment; like being the first to achieve entirely zero-emission, electrically powered, double-decker bus routes. They maintain an awareness of the need to update and improve policies concerning their workforce. They are concerned about social issues and build policies that support philanthropic pursuits.

Businesses do not always conduct themselves in a socially responsible manner. In recent years the argument of whether corporate ability outweighs CSR has been a hot topic (Kim, 2014). Some companies are more concerned with their positive relationships amongst their customers and stakeholders, whereas forward-looking Metroline has made CSR a fundamental quality. Which brings us back to training, it is a good thing, but poor examples from management override all good intentions written down in policies and have led to a decline in morale and attitude.

In the last quarter of 2018, Metroline agreed to a manifesto outlining the organisation's position on enslavement and people trafficking (Braddell Ltd slavery and human trafficking, 2018). Although they are evidently against any trafficking within their organisation, the main focus of concern seems to be in their supply network. In particular, the emphasis is on the area of procurement. Principle procurement staff are obliged to undergo an annual examination to ensure an exemplary level of comprehension of the dangers of present-day enslavement and people trafficking. Noted are the planned next steps for expansion of the original implementation measure, assessment scope, to incorporate second-tier suppliers.

Metroline has a tax strategy which maintains that they are obliged to submit to UK tax laws (Braddell Limited, 2018). It also says that they will satisfy all criteria and meet all binding and governmental tax requirements. Braddell is part of a multinational organisation. Multinationals seldom mention tax as part of their CSR; it is a personal belief that they do this because they do not perceive tax to be a large enough social issue. Upon closer scrutiny, there are eight UK companies listed as accountable for by Braddell Limited, leading to speculation - tax avoidance activities are taking place, and the CSR intends to act as a troubleshooter for tax issues (Jenkins and Newell, 2013).
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Anthropologist Edward T Hall conceived the Cultural Iceberg to visually summerise the magnitude of what culture is. As is shown (Fig. 2) only a tiny part of our culture, or in this case, the culture of Metroline Bus Service can be physically seen. The majority can only be imagined, presumed, or realised as perspicacity of each culture develops.

From the surface, Metroline appears to be a well-presented company. The buses are generally clean and run on time. Scratch the surface, and we see unconscious bias, staff complaining about not feeling appreciated and senior staff members segregating themselves from their subordinates — all symptoms of poor communication.

Bus drivers, office staff, and staff members in other departments have all complained about the lack of communications with senior management within one bus garage in particular. To improve communications amongst all staff, Metroline has recently installed intranet and an associated app called Blink (no date).
 
Blink is articulated as an email (hub), Facebook (feed), WhatsApp (directory and chat) service all rolled into one. Employees enthuse that they can finally put faces to the names of colleagues whom they have been communicating with for years via email and telephone because of the interactions.



 
 


[bookmark: _Toc18533064]Cultural Iceberg






[bookmark: _Toc15931079][image: ]
Source: Author Adapted using image from - http://thumb1.shutterstock.com/thumb_large/612331/286044710/stock-vector-iceberg-on-a-white-background-icon-286044710.jpg									Fig. 2

Less-Evident/ Invisible Informal Relationships
Feelings and Emotions
Policies
Performance Bonus
Incident Reporting
Route Information
Training for All
Work-Life Balance

How Duties are actually carried out

How Duties are seen to be carried out

Self-Evident Formal Relationships
Job Roles
Target Oriented
Obey Traffic Laws
Vehicle Maintenance
Schedules
Problem Solving
Staff Relationships
Ethical Standards
Presentable Staff
Well-turned- out 
Vehicles
Beliefs
Decision Making
Unconscious Bias 
Tacit Knowledge
Hours of Work
Staff Wellbeing
Procedures
Bureaucratic Hierarchy
Customer Service
Driver Incentives
Electric Buses
Services
Procedures
Behaviours
Goals

[bookmark: _Toc18533065]Conclusion
In conclusion I feel that this (for me) is a really rough piece of work. In the circumstances (losing my mum) I did the best that I could and still managed to learn from this assignment.

There are so many interesting things that I read about that I was not able to articulate in time, like, the fact that the gender pay gap appears to be a lot wider than it actually is because the proportion of male workers is so much higher than female workers.  This it is indicative of the workplace culture. 

I could have discussed whether equal pay for both men and women would effect organisational efficiency positively or negatively?

I could have expanded the conversation on human trafficking. Does the company policy make Metroline seem more credible to their stakeholders, passengers and staff especially being a subsidiary to an overseas organisation?  How does this positively or negatively affect organisational efficiency?

Taking all that I have read, and learned by speaking directly with a few of their staff members (driver, supervisor and administrative assistant) int account, I can confidently say that Metroline has made small improvements over the last few years but they still have a long way to go.

Most of the management team (in the depot that I spoke to) are more senior in years than let us say their younger, more educated employees. It is said that many of them rose through the ranks according to whom they knew in what office. Therefore, they do not have the business mind that is needed to push through changes, or the necessary soft skills expected to treat a more modern staff crew in a less dictatorial manner.

I did not discuss the iBus system which is used by ‘the command centre’ to communicate with the drivers whilst they are on route.

Diversity is celebrated by the company and is one of a few occasions where different religions and cultures are given the opportunity to come together i.e. for Eid and Christmas.

I complained about the company structure being too bureaucratic, whereas the administrative staff corrected me and said it needs to be that way because of the amount of people that are serviced everyday and the amount of procedures that must be followed.

There are so many points that could have been included, but I was not able to articulate them at this time.
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Internal


to Build upon
Strengths
Training for all drivers
Low-cost travel
More constructive use of time
Environmentally friendly
Quicker journeys via designated lanes
Good for physical health
Improved road safety
Reduced congestion
Realtime bus information
24 Hour service
Contactless payment



Tactical Analysis


to Exploit
Opportunities
The big red book
Contracted routes
New electric and hybrid buses
Ultra Low Emission Zone (ULEZ)/ emission control
First zero emission double decker bus in the world (Anonymous, 2016)
Awards drivers for good service
Growth of the city
Aids the movement of people
Royal National Institute of Blind People accessibility charter 
Road improvements/ development
Possible addition of new/ extended routes 


to Avoid
Threats
Terrorism
Changing technology
Road closures and diversions 
Changing regulatory environment
Negative press
Design faults (Frearson, 2017)
Changing customer habits
Physical damage effectuated by collisions
Competition from existing/ new contractors  
Fare dodgers      


to Resolve
Weaknesses
Further training for management
Increasing bus fares
Little known brand name
Shortage of native English speaking drivers
Lateness
Cashless system
Poor software and equipment on bus


External
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