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[bookmark: _Toc81836939]Abstract
COVID-19 caused extreme damages to people and businesses, with the Hospitality industry enduring devastating consequences. Consumer behaviour has changed- traveling is now associated with risk of contracting COVID-19 and additional expenses related to mandatory tests and quarantines and less people are looking for hotel accommodation; in addition, working from home reduces the need for business travel. Companies are dealing with extreme challenges to reduce cost and increase efficiency under exceptional circumstances and are under a lot of pressure to sustain in an extremely competitive environment. Furthermore, the unpredictable nature of the COVID-19 pandemic makes it really hard to predict the full extent of the effects for the business.
Understanding the corelation between organisational culture and performance is essential for the progress of the company, and managers and leaders are responsible for inspiring and fostering high-performance culture. To survive businesses should adapt to the “new normal” and be flexible to react to the challenges. There is a growing need of managing change to overcome them and navigate organisational culture towards resilience, positive results for stakeholders and improved performance.
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[bookmark: _Toc81836940]Introduction
Almost a year and a half since the Covid-19 pandemic broke out people and business are still coming to terms with the ‘new normal’ and even though many showed resilience and adaptability, the actual extent of the effect of the virus and consequences on human life and businesses are still unfathomable. One of the loudest examples of the volatile, ambiguous, and drastic nature of the Covid-19 pandemic is how it affects the hospitality industry. 
The main aim of the report is to identify and analyse the external environmental factors and ethical dilemmas and determine how they affect organisational culture and performance. The London based Grange hotels Ltd has been selected as a subject of this report, representing one of the most stable and rising UK sectors before the pandemic, now being the hardest hit among all industries and the last expected to recover (Price, 2021). It also studies to what extent the organisational culture at Grange hotels affects performance, efficiency and even the mindset of the employees and its relation to financial and non-financial results facilitated by various analytical modules, theories and methods underpinned in the report. PESTEL analysis, Porter’s Five Forces analysis are the business environmental analytical tools applied in the report to identify the external environmental factors related to Grange hotels and to conduct industry analysis. Next station of the report is centred around Cultural Web and McKinsey 7’S as main frameworks to explore and analyse the organisational culture at Grange Hotels. Financial and non-financial performance of the organisation and its potential barriers are also discussed in the report considering Beer’s theory. Finally, ethical dilemma focuses on ethics and the importance of leadership when ethical dilemmas occur (Noriega & Drew, 2013). 
The main outcome of the report is identifying the challenges associated with COVID-19 and other environmental factors, and to what extend they influence the cultural and ethical behaviour in the hotel chain.
[bookmark: _Toc81836941]Company Background
Grange hotels is a private limited company, operating in the UK hospitality sector, consisting of 4* luxury hotels located in Central London. It was established in the 80’s by the Matharu Brothers and it is one of the biggest privately owned hotel chains in the UK, with 1.3 % market share (Lake, 2018). In 2018 a multimillion-pound deal led to selling all four 5* properties in what was one of the biggest transactions in the UK hotel industry to date and the biggest investment in the sector for 2019 (PWC, 2019). The deal also led to reducing the company market share from 1.55% to 0.48% in terms of total rooms in London (Caterer, 2018). In 2019 it became clear the founders are going in different directions after one of them launched his own hotel company with some of the remaining hotels (Walsh, 2019). 
Grange hotels have significant contribution to the digital development of the industry with their Chief Information Officer (CIO) Steve Waldron designing fully converged IP support for hotels which has been used as a standard in the hotel industry in Europe and overseas (Waldron, 2021); also taking part in developing Virtual credit card system, now widely used by Online Travel Agencies (OTAs) and in the corporate world (Vendorcom, 2021). 
The organisation currently has around 1 400 employees and £130 mil profit, with organisational culture playing vital role in the performance of the hotel group.
[bookmark: _Toc81836942]Business Environmental Analysis Tools and Techniques
There are number of factors that have positive and negative effect on the industries and their detailed analysis is key for the successful performance of any organisation. 
[bookmark: _Toc81836943]PESTEL 
Grange hotels operates in the hospitality industry and one of the models used to identify current and relevant macro-environmental factors influencing the sector is PESTEL analysis with focus on identifying Political, Economic, Social, Technological, Environmental and Legal factors that may impact the company and the opportunities and threats directly related to Grange hotels. 
[bookmark: _Toc81836944]Porter’s Five Forces
Another tool highly regarded as important when analysing the business environment is Porter’s Five forces. The model is considered robust and can be applied to any industry, focuses on fundamentals and on drivers behind the five forces: reasons for profitability and competitiveness, what are the factors changing the industry, what are the constraints, how to relax them and better position the business and challenges companies are facing (Porter, 2008).
[bookmark: _Toc81836945]Cultural Web
Cultural web is a theoretical approach, suggested by Johnson and Scholes in 1993, and it used in the report to analyse the organisational culture at Grange hotels.  by exploring the behaviour, tangible, and non-tangible expression of the organisational culture of Grange hotels through the elements of the model: paradigm, organisational and power structures, symbols, rituals and routines, and stories (Johnson et al., 2017).
[bookmark: _Toc81836946]McKinsey 7S Model
Very popular strategic planning tool is the McKinsey 7s model developed in the 1980s. It can be applied across different industries to analyse the internal factors and to support organisational change and enable the implementation of new strategy; however, some scholars argue that it has limitations being a static model, without giving a clear guidance structure and not considering the environmental factors, therefore it is important to follow a thorough industry and environmental analysis (Singh, 2019).
[bookmark: _Toc81836947]External Environmental Analysis 
The main factors that affect Grange hotels as part of the hotel industry are Covid-19 and Brexit, and currently they influence every aspect of the PESTEL analysis, as seen in the next section of the report. 
Political factors
The main political and economic factors currently affecting Hospitality are associated with Brexit and COVID-19. Main consequences from Brexit affecting Grange hotels are the uncertainty surrounding the process and free movement of people. Significant negative effect on the industry has the reduced labour force originating from EU, which currently forms 40% of the working force involved in hospitality in London (Office for National Statistics, 2019). Brexit also influenced the exchange rate which saw weaking of the pound, and that has a positive influence for industry because the accommodation prices drop so foreign as well domestic travellers can afford staying in the UK (MarketLine, 2020).
The government also holds power over political decisions regarding lockdown and introducing new laws and guidelines hoteliers need to obey. Since the pandemic hit in 2018 the government imposed 3 lockdowns which forced most hotel to close, and directly affected Grange which could keep one out of 13 hotels open. 
Economic Factors
Grange hotels has been taking advantage of the government incentives introduced to support business affected by the pandemic – UK Government Coronavirus Job Retention Scheme, VAT Deferral from 20% to 5% for businesses in Hospitality industry and Business rates relief (Companies House, 2020). Lifting the lockdown has a positive effect on the industry and Grange hotels reopened all their hotels in May 2021. However, the government guidelines related to COVID-19 are still in place and are linked to additional financial cost. 
Social factors
Main social factors affecting the Hospitality industry are various demographic indicators such as growth rate, gender proportion, ethnicity; standard of life; consumer behaviour; and recently the lifestyle changes influenced by the pandemic. The whole industry is built around direct contact with customers and their ability to travel to different destinations is now threatened after introduced travel restrictions, PCR test requirements before and after travelling, quarantine. In addition, people are afraid to travel and seriously concerned about having direct contact with others
Significant social factor is how customers affect other customers views, attitude, and behaviour (Yener, 2017). This is obvious in the pre-booking behaviour where reviews from other guests impact the decision of booking a certain hotel or not. 

Technological factors
The influence of technology refers to innovations and digitalisation of the business processes also defined by the change in the consumer behaviour- for example how they book and pay for their accommodation and leave online reviews after check-out. Recent statistic shows that more than 80% of hotel bookings are made online (Deane, 2021) hence hotels need online presence to be competitive. With customers preferring mobile instead of desktop use the online presence and instant accessibility of a business is so important, Grange hotels have developed their own website, application, and Customer relationship Management system (Vendorcom, 2021). 
One of the most anticipated technological trends is application of Artificial Intellect in the sector, with few businesses already using robots to help serve customers (Witts, 2020).
Environmental Factors
According to their Corporate Social Responsibility Policy Grange hotels take a proactive approach and promotes and applies environmental practices by managing their business in sustainable and responsible manner (Grange Hotels, 2021). The biggest environmental factor is the climate change and the related plastic usage, water, soil, and air pollution. Grange hotels reduced the usage of plastic for their restaurants and rooms, they use renewable energy, encourage recycling and minimal use of natural resources to reduce waste, and engage customers and staff in their environmentally friendly efforts.
Legal Factors
Legal factors are related to the political factors since they reflect legislative changes or restrictions. Such factors impacting the hospitality industry are employment legislation, health and safety at the workplace, customer rights, different type of licenses needed for the operation of the Food and Beverage Department, the data protection act (UK-GDPR)
[bookmark: _Toc81836948]Industry Analysis
Porter’s Five forces analysis was first introduced in 1980 by Michael Porter in his book “Competitive Strategy: Techniques for Analyzing Industries and Competitors “ and is used to identify the power of five main forces shaping any business or market: Threat of New Entrants, Bargaining Power of Customers, Threat of substitutes, Bargaining Power of Suppliers and Competitive Rivalry within the industry (Porter, 2008).
Threat of New Entrants
According to Porter (2008) the competition in industry is impacted by barriers to entry for new players. Entering the hotel industry is requiring serious funding and investment in properties with high fixed costs and significant economies of scale, however London hotel market is highly competitive offering approximately 141,000 rooms, with 22 500 of them built in the last years (PWC, 2019). Despite of the double challenge of COVID-19 and Brexit 109 new hotels are currently set to open over the next five years (Schmitt, 2021). 
Brand identity and differentiation plays significant role shaping this force Grange hotels has a certain competitive advantage in the market being a chain of hotels operating nearly 20 years hence benefiting from the brand image of the company and loyalty among its customers (Cheng, 2013). 
Overall, the Threat of New entrants can be defined as moderate.
Threat of Substitute
A threat of substitutes exists when there is an available alternative product or service at lower price or better quality (Porter, 2008). Such alternatives to hotels for example, are motels, Airbnb’s and serviced apartments.  According to research by MarketLine published in 2020 the average price for Airbnb accommodation is £85- much cheaper than a hotel room with average price of £129 (PWC, 2019) which poses significant threat to traditional hotel accommodation. On the other hand, hotels have major competitive advantage offering standardising of services, delivered professionally. Grange hotels consist of 4* hotels that offer additional services like bars and restaurants, Spa facilities, conference, and function rooms.
The threat of substitutes in the London hotel market is moderate.
Bargaining Power of the Supplier
According to Porter (2008) the suppliers of goods and services in an industry become more powerful if their concentration is higher than the players in the industry because of their ability to push down prices, or even lead to rise of costs. In the hospitality industry such players are tour operators, airline companies or organisers of different conferences, functions, and special events, where block bookings for a lot of rooms take place (Cheng, 2013). 
Online travel agencies (OTAs) like Booking.com and Expedia recently dropped the rate parity clauses from the agreements with their hotel partners in Europe (Doggrell, 2020), which means that hotels are now free to sell rooms cheaper direct and Grange hotels are taking advantage by maintain competitive prices on their own website.
Major factor in the hospitality industry is the availability of trained and experienced staff as they are directly related to the quality of services offered. After Brexit the bargaining power of suppliers of labour is greater nevertheless with the advance use of technology that enables remote check-in and check-out, online booking, and payment, less staff will be required in the future.     
The supplier power can be considered moderate.
Buyer Power
The factors that influence the strength of the bargaining power of consumers are switching costs, product differentiation, brand identity, availability of substitute products, the price, quality and performance. Grange hotels are operating on the market for more than 20 years, have differentiated themselves in terms of facilities, security, luxury services and built a strong brand with loyal customer base.  Even though switching costs in the industry are low they are trying to reduce the influence of this factor by introducing a loyalty programme and offering discounts. 
Consumers are influenced by online reviews and comparison websites; therefore, technology is key for attracting and retaining customers. They also tend to be increasingly concerned about the environment and a detailed and powerful CSR strategy is important.
Specific for the industry is the backwards integration – the ability of anyone to rent their property thanks to popular online platforms like Airbnb, which can be a factor for increasing the buyer power (Marketline,2020).
In general, the buyer power can be viewed as moderate. 
Competitive Rivalry
Main competitors of Grange hotels are Hilton hotels, Radisson Hotel Group, Accor hotels as well as independent hotels. Acquisition and consolidation limit the number of players and lowers the competition along with the high occupancy pre-pandemic levels typical for London- on average more than 80%(PWC, 2019).
The projected occupancy for 2021 of 52% is one of the lowest London market has ever seen, and it is notably down by 31% in comparison to pre-pandemic 2019, which fosters extremely competitive environment (PWC, 2020).
The fast increase in the accommodation supply might lead to oversupply due to the suspended economic growth and less demand for business and leisure travel, which will increase the competition among the existing players (PWC, 2019). 
The competitive rivalry in the industry is currently very high.
[bookmark: _Toc81836949]Organisational Culture
Organisational culture has been a subject of an extensive research over the years and its relation to the successful performance and progress of the business has been proven significant (Kassem et al., 2019). According to Mullins and Christy (2016) organisational culture represents the philosophy and standards of an organisation, communicated through its methods of functioning and performance. It is strongly connected to the personalities of the employees and has influence, often unconscious on their actions and behaviour in the organisation. They also define it as a set of established principles, rules, philosophies, and approaches that form a universal framework that influences everyone’s thinking and actions in the organisation. 
The main elements of culture and how they are represented at Grange hotels are demonstrated in Figure 1.
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Exploring the main approaches used to analyse and classify organisational culture and its classification will help identify which organisational culture is characteristic for Grange hotels and why. According to Cacciattolo (2014) there are two key methods for studying organisational culture – interpretive and structural approaches. 
[bookmark: _Toc81836950]Interpretive approach to culture
The interpretive approach suggests that organisational culture is formed and sustained through the influences of the organisational environment. Johnson and Scholes introduce the “cultural web”, displayed in Figure 2., as a method of analysing the organisational culture that explores the behaviour, tangible, and non-tangible expression of the organisational culture of Grange hotels through its elements: paradigm, organisational and power structures, symbols, rituals and routines, and stories (Johnson et al., 2017).
“The Paradigm” symbolises the vision and mission of the company which for Grange hotels is establishing and maintaining sustainable relationship with their stakeholders and their proclaimed mission is to be the London’s leading independent hotels.
“The Control systems” are the organisational practices adopted to execute and monitor the hotel operations and Grange hotels has strict procedures and regulations in place defined by the role culture of the organisation.
“Organisational Structures” relate how certain activities are managed and monitored to achieve the goals of the company. These activities can include rules, roles, and responsibilities and are important for the accountability and transparency of the organisation. Grange hotels have tall hierarchical, mechanistic structure with clearly defined departments with a Group General Manager on top, Head of Departments, Supervisors and Shift leaders, who define the “Power structure” through their decision making and leadership style and power in the company.
“Symbols”: Grange hotels have a distinguished black and white logo, and the hotel lobbies are decorated in rich colours with heavy furniture, with a lot of details as tribute to the Indian heritage of the owners. All staff members are wearing uniforms. 
“Rituals and Routines” indicate reoccurring procedures like induction and orientation programmes, training, staff meetings, reports. A structured and systematic approach delivered through orientation programme makes employees feel welcome, provides helpful information about their rights and responsibilities, and contributes to better integration and performance (Klein & Weaver, 2000). The company pride itself with extensive and very successful training programme. Basic assumption for every new member of staff is that employees need to be highly organised and conduct in professional manner because of the busy and dynamic working environment and customer- orientated nature of the business. 
“Stories” are narratives about employees, leaders, or founders, and reveal what is respected in the organisation. Every induction programme at Grange hotels starts with the story of the three Matharu brothers who founded the company more than 20 years ago. Stories about successful managers of the company with charismatic leadership style are used to inspire new employees and set the expected standards of behaviour.
Figure 2. Cultural Web
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[bookmark: _Toc81836951]Structural approach to culture
The structural view centres around the importance of roles and how they are being defined in an organisation. According to Charles Handy there are 4 main types of organisational culture (Cacciattolo,2014), discussed next in the next section of the report:
Power culture is associated with controlling the organisation from its centre and it is usually observed in smaller size organisations, with little signs of bureaucracy where decisions are biased and influenced by persuasion and not so much by logic. 
Role culture in contrast to power culture is rational and logical. Organisations that have adopted role culture rely on roles and the performance of their experts in the different departments. Mullins and McLean (2019) see the positions in such organisations as main resource of control where job description is of bigger importance than personal characteristics of the individual.
Task culture focuses on the job and is observed in companies where teamwork is required, and control is applied only, if necessary, by an expert source.
Person culture is not very common and refers to organisations where employees pursue their own ambitions and consider themselves more important than the company they work for.
Mullins and McLean (2019) conclude that every organisation has its unique context, and it is not unusual for big organisations to have a mixture of the four types of culture defined by Handy. This applies for Grange hotels, too- the company has the main characteristics of a role culture with expressed bureaucratic elements, clear responsibilities, and role division, divided in departments heavily relaying on the expertise of the Reservations, Revenue Management and Front Office department, with rules and procedures in place to control the working process (Cacciattolo, 2014). Simultaneously, Task culture is important element of the cultural context of Grange hotels as teamwork is essential for hospitality industry, with team being formed in each department where usually the power lies with the person with the most experience and expertise in the team, and it is not always the appointed officially supervisor or Manager, which means task culture is also observed in the company. For example, there are clear roles in the Front office department of Grange hotels- FO Manager, FO Assistant Manager, Shift Leaders/Supervisors and Receptionists. Often, in the absence of any of the official power sources the role is taken by the most senior or experienced receptionist. Person culture is observed in the hospitality and is part of the Grange hotels culture, too. Chefs who are part of the Food and Beverage department are inferior to the FOB Manager. Due to their specific skills, principles, and occupational habits there is a sense of autonomy associated with the profession (Cameron, 2001) hence managing Chefs is challenging and there is a mutual agreement with the management about the working process and when practicing control (Mullins and McLean, 2019). Power culture is not typical for Grange hotels because of the bureaucratic hierarchical structure and procedures used for influence and control (Cacciattolo, 2014).
In the light of the still unfolding COVID-19 Pandemic the role culture, prevailing at Grange hotels in general, is very suitable considering the new rules and government guidelines that need to be followed by the business. 
The Organizational Health Index presented in Appendix A is created to measure and track the organisational elements that influence performance. Overall Grange hotels demonstrate the adoption of a lot of good practices, having stated clear vision and mission, strong trainee orientation programme, and focus on sustainable development. Areas for improvement are written financial procedures and team building activities. 
[bookmark: _Toc81836952]Organisational Culture and Key Drivers for Change
Based on the external analysis conducted in the previous sections in the report is evident that the following three factors have major impact on Grange Hotels: COVID-19, Brexit, and the direct competition. 
COVID-19 
COVID-19 is no longer only an environmental factor, it also became part of the organisational culture. In hotels contact with guests is minimised, staff are wearing masks, glass dividers are installed in reception, employees are required to perform tests regularly. Customer behaviour is also heavily influenced by the pandemic as well as the demand. 
Brexit 
Brexit was the most influential factor before the COVID-19 pandemic hit because of the uncertainty surrounding the process and limiting free movement of residents of EU countries to UK. The latter has dual effect on the industry- restricting travellers from EU, which represent a large customer base for London hotels, and affecting the labour force originating from Europe occupied in the industry.
Competition
New hotels and accommodation facilities are being built in London every year and create overcapacity which leads to lower prices and less revenue. Combined with the uncertainty and unpredictability of the future surrounding Brexit and the COVID-19 outbreak it makes the hospitality sector incredibly competitive. 
Addressing those factors can be done effectively by amending the structure of the company and by successfully managing organisational culture, and the McKinsey 7S model can be used in facilitating organisational change, as shown in Figure 3. 



Figure 3. McKinsey 7s Model
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Riratanaphong (2014) states lowering costs, increasing efficiency at the workplace, and enhancing performance at the workplace as main reasons for an organisation to initiate changes at the workplace. The business environmental analysis conducted in the report as main driving forces for change at Grange hotels customer behaviour, labour force shortage, technology, and sustainability as main driving forces for change at Grange hotels.
[bookmark: _Toc81836953]Organisational Culture and Performance
Organisational performance relates to the capability of the company to be profitable over a period of time, and according to Boon-Seng (2019) organisational culture is a powerful factor. Performance is measured not only by the financial results like turnover and profit, but also by the non-financial indicators such as training and development, career progression, customer satisfaction, quality of services, and impact on the society and environment. 
According to Kassem and Ajmal (2019) a stable organisational culture facilitates understanding and reliability in the organisation whereas an unstable culture creates corrupt working environment, which results in low levels of employee satisfaction and conflicts. They also observe that this affects performance, efficiency and even the mindset of the employees. Furthermore, they investigate different kind of cultures and conclude culture is directly affecting the financial and non-financial performance of the organisation. Their findings also apply to Grange hotels, as discussed in the following sections of the report.
[bookmark: _Toc81836954]Organisational culture and customer satisfaction
Grange hotels has a practice of using temporary staff from recruiting agencies, which are underpaid, with little motivation or efforts towards keeping them for long which results in very high staff turnover rates. Consequently, this impacts the quality of services, leads to negative reviews, and affects the brand image of the company. This is an area for desirable change, as Klein and Weaver (2002) state investing in the employees will increase dramatically their engagement, commitment and extend the timeframe of occupation by providing further opportunities for carrier and development.
[bookmark: _Toc81836955]Organisational culture and employee satisfaction
A stable organisational culture is important for a company operating in the hospitality sector like Grange Hotels, where ensuring high standards and quality of services is defined by consistency. Services differ from products in their variability – they depend on the person that delivers them hence the importance of employee satisfaction. The low pay typical for the industry is one of the major factors influencing the job satisfaction at Grange as well as the working irregular hours and weekends. Also, as part of the company culture it is assumed that staff should stay after work to complete various reports or sort out issues occurred during their shift at no extra pay. Employee satisfaction at Grange hotels is also negatively influenced by the lack of financial incentives.
[bookmark: _Toc81836956]Organisational culture and Society
Corporate Social Responsibility (CSR) concept gained popularity in the 1990s proclaiming sustainability, transparency and ethics as main principles and acknowledging the accountability of the business organisations not only for increased profit but also for the needs of the stakeholders, society, and environment (Kassem and Ajmal, 2019). Grange Hotels have implemented a CSR strategy focused on sustaining relationship with its stakeholders, staff, customers, and partners; recognising the impact it has on the environment, society, economy, and local community, and encouraging actions for reducing it through adopting innovative technology and green practices (Grange Hotels, 2021).
[bookmark: _Toc81836957]Barriers to effective performance 
According to Beer and Eisenstat (2000) there are six barriers to successful performance, called “silent killers”, because usually they are being ignored and very rarely addressed, and Figure 4. relates them to the organisational performance at Grange hotels and how the company can overcome these barriers.
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[bookmark: _Toc81836958]Ethics and Examples of Ethical Dilemmas at Grange Hotels
Ethics comprises of certain standards of behaviour established as morale principles in everyday life and business, and being respectful, fair, responsible and honest are some of the qualities that help to distinguish right from wrong (Noriega & Drew, 2013). Ethical dilemmas at the workplace occur when doing what is morally wrong can potentially lead to good results and doing what is morally right can have negative consequences. Below are discussed two examples of ethical dilemmas at Grange hotels.
Pre-authorisation on the credit/ debit cards
This practice is adopted by many hotels as guarantee against fraud and guests who fail to pay for their room or other services. A certain amount is put on hold on the customer credit or debit card, which is not illegal and is part of the agreement between the hotel or booking provider and the customer. The ethical dilemma is that hold can lasts days or even weeks depending on the customer’s which means no access to their funds. Also, if the traveller is from abroad additional charges might occur. Customer complaints regarding pre-authorisation are made daily at Grange hotels, which leads to bad online publicity and damages the brand. Therefore, it is advisable to review the pre-authorisation policy of the hotel and for the staff handling payments to be well trained and prepared to explain the procedure and minimise the negative effects for the customer. 
Room cleaning
All Grange hotels are 4* which suggests high standards of cleaning, and in addition COVID-19 brought more regulations regarding room hygiene. Rooms for the new arrivals should be ready for the check-in time at 2 pm, and along with the stayover rooms often members of staff are stressed and short of time. The ethical dilemma is that managers know about this practice, and sometimes even encourage rushing of the room cleaning. The root of the problem is lack of staff, which evidently from the report is an overall problem in the industry. Grange hotels could hire more staff but that would significantly increase the costs. Better management of the staff rota in relation to the hotel occupancy could be helpful in this scenario with allocating more cleaners on busy days and compensating with days off on days with lower occupancy. 
[bookmark: _Toc81836959]Conclusion 
This report analysed the organisational culture and financial and non-financial performance of Grange hotels and evaluated how they are being affected by environmental factors such as COVID-19, Brexit, and direct competition. It outlined the key drivers of change and the potential challenges the company could face along with recommendations on how to overcome them. Main conclusion is that cultural and ethical behaviour impact employee and customer satisfaction, quality of services, brand image, organisational strategy and are related to organisational performance. 
Managing organisational culture is vital for improved organisational performance and involves recognising and understanding its elements as well as considerate guidance when change is needed. Ethics has a significant contribution for the successful performance of the organisation and the promotion of ethical behaviour among members of staff essentially depends on the ethical principles of its leaders
[bookmark: _Toc81836960]Recommendations 
Employee satisfaction
Low employee satisfaction is one of the reasons for high staff turnover, therefore if Grange hotels management puts more efforts towards retaining the existing staff this will reduce the hiring costs and the training expenses. Introducing financial incentives like bonuses and clear career prospects would benefit the staff motivation and engagement, and the outcome would be enhanced customer service and higher profit.


Organisational structure
The McKinsey 7’S model, used in the report, identifies the structure of Grange hotels as tall and vertical, and if the company change it to flatter that would result in empowering employees and in fostering loyalty. The challenge with flattering the organisational structure is that it requires experienced employees because of the level of autonomy and increased responsibilities (Riratanaphong, 2014). 
Promote ethical and sustainable organisational culture
Schein (2010) argues that organisational culture is the most challenging element to alter, and that it can survive people, products, and services, therefore it is beneficial for the company to acknowledge, manage and promote ethical and sustainable culture. Important role plays the existing staff- their behaviour and attitude influence the new employees and is important stage towards fostering loyalty and engagement. Grange hotels can encourage employee empowerment by injecting organisational values and culture from the early days and thus create sustainable relationships and better performance.





















[bookmark: _Toc81836961]TASK 2: Reflective Essay
In 1974 David Kolb published his theory that outlines four main learning styles: diverging, assimilating, converging, and accommodating (Mcleod, 2017). People are different and so are their learning styles. My learning style is accommodating- it is based on a concrete experience and active experimentation and having established it enables me to focus and concentrate in my studies and past experiences. In addition, very useful techniques to help me analyse, explore, and learn is reflection and having critically reviewed Gibb’s Reflective Cycle I concluded that this model is suitable to reflect on important for me recent experience with one of the modules at the University of Wales Trinity St David by following the six steps of the reflective cycle: description, feelings, evaluation, analysis, conclusion and action plan (Sewell, 2017).
In June 2021 I joined the BALM Programme at UWTSD. I found out that one of the modules was about Organisational culture and its effect on Organisational efficiency. I was really excited about this subject because organisational culture always interested me. I work in a very dynamic and diverse environment and need to manage people with different origin and backgrounds. I was feeling a bit apprehensive though because my knowledge was purely based on practise and was lacking solid academic base. My experience in general was very good, I learned a lot and really enjoyed the class activities and how the lecturer kept us engaged. He motivated me to participate and talk in front of the class which boosted my confidence and helped me consolidate my knowledge by applying it in various scenarios, I also found applicable with my actual workplace. Not always classes went smooth for me, and there were few challenges I faced– I was simultaneously looking after my 2-year-old daughter, also the last two weeks of the programme I contracted COVID-19 and was feeling unwell. Luckily, the lecturer was very supportive, he even arranged one to one session with each student and his feedback was very helpful. Also, all materials available on Moodle helped me keep up and I managed to attend every lesson and complete my assignments. I know feel that it would be better if I had asked more questions and used my workplace as example. I also realise how important is to review and reflect on every lecture after class.
I now have more confidence in my employability skills, and even though I had an interest in Organisational culture before I haven’t had time to research and read, and the academic resources available on the library and from the class activities really enriched my knowledge. Realising the importance of organisational structure and culture, the importance of the factors from the business environment is essential and I have better understanding on how to create sustainable and ethical culture. In a future similar situation, I would make sure I eliminated all distractions and review the materials before and after lecture. I would respond and participate in class with confidence and would relate the new knowledge to situations at my workplace
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igure 4. Barriers to the successful performance of Grange hotels
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+ Redefining the strategy of GH Ltd

« The ongoing dispute between the three founders affects the culture and brings
confusion among employees

+ Managers and supervisors should be also leaders and inspire and motivate staff

« Focus on teamwork, partnership and delegation
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+ The top management team to foster loyalty by creating opportunity, lead by
example and initiate change

+ Promoting open communication, showing empathy and respect, and instilling the
company values through successful communication
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Figure 1. Elements of culture at Grange hotels

Innovation and risk taking
Purchase, develop and buld all properties; developed its own Management system and
software networks

Outcome orientation
Productivity and financial resuits are main concen for the management

Team orientation
- Team work is important and most work activities are designed around it





