





Executive Summary
Purpose of this report is to provide the deep insight on the beliefs, values and attitude in business organizations. Being an employee of Wagamama, I have explained it in relevant context. Wagamama has grown very fast in last ten years. However, like other organizations, company faced economic crisis due to lockdown and pandemic. Wagamama is recovering from this economic crunch due to innovative changes in business strategy. In this report, values, beliefs and attitude of Wagamama and other organizations are critically discussed with the help of models and theories. Important theories discussed in this report are human relationship management theory, McGregor’s theory X and theory Y, Adam’s equity theory, RED model etc.. On the base of previous reviews of ex-employees some recommendations are made which can increase the company performance. 
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[bookmark: _Toc80278453]Introduction
Although intensity of Covid-19 is declining but it brought durable changes on all segments of society (Major and Machin, 2020). Unemployment, inflation and working from home increased the mental health problems of workers. Social distancing and masks became the integral part in public dealing. In the same way, business organizations are defining the layout, values, attitude and beliefs at workplace. 
This report is aimed to assessment of values, attitude and belief system’s effect on the organizational behavior. It will also critically evaluate the post Covid changes by the chosen organization in values, beliefs and norms to face the known and unknown future challenges (new germs). 
Selected organization for this report is “Wagamama” where I am working since 2018. Reason of selection of this organization to write this report is my working experience there. I am working as junior manager in Birmingham branch. Being an employee, I have more understanding of the values, beliefs and attitude of organization before and after Covid-19 pandemic. Business strategy of the Wagamama is very impressive. In my job experience of last three years, I have seen great interest of people in this restaurant. It is one of the fastest growing restaurant chains in UK and other continents (Lock, 2021). It was also affected during pandemic and lockdown when business activities were shift towards deliveries and takeaway. However, it has revived well and opening new branches. 

[bookmark: _Toc80278454]Background of Organization
First Wagamama outlet was started in London in 1992. Founder of Wagamama also started two other Chinese restaurants. In 2005, Lion Capital LLP bought the 77.5 percent shares of Wagamama in 103 million GBP which also sold the chain to the Duke street Capital in 215 million. New leadership speed it its growth substantially and in 2014, it reached to 190 restaurants and more than 125 were just in UK. Later on in 2018, this chain was acquired by Restaurant group in 559 million GBP. So far company extended business in different countries of Europe, Middle East and United States.  
Wagamama serves non-traditional healthy food which are made from herbs, noodles, chilies uses in Asian style dishes which are served with fresh salads, desserts, juices, wine or hot drinks. According to company source, they are practicing Kaizen. They use only fresh ingredients used in food and every meals cooked just before serving. Important dishes include different forms of currys, Raisukaree tofu, firecracker prawn, vegatsu etc. 
There are more than 6300 employees in Wagamama and all group of employees in restaurant work as organized team. Annual revenue of the company has grown above 400 million dollars. Important competitors are McDonald, Burger King, Pizza Hut, Sonic, Ask Italian etc. Company has outsourced some of its services to smoothen the liabilities. 
[bookmark: _Toc80278455]Impact of Covid-19 on Wagamama
Like other businesses, Wagamama was also affected from the devastation of Covid-19 pandemic. Some branches were closed and dine-in services remained suspended for months. Many staff members were working part time. It is reported that during Covid-19, The restaurant group which is parent company of Wagamama closed nearly 250 branches and around 4500 staff people lost their jobs. Restaurant chain shifted more towards click and collect and online deliveries. Despite the increase in the online sale and takeaway orders, restaurant burnt 5.5 million pounds every month during lockdown. Company secured 500 million pound loan for smooth payment of all liabilities (Makortoff, 2021). However, after the end of lockdown, Wagamama is opening more branches in different cities of UK. Owner of Wagamama turned towards shareholders for raise of 127million pounds which was pre-tax losses during Covid. It is reported that number of takeaway orders increased five time more than before the pandemic period. In the same way, number deliveries were 2.5 times higher during the early months in 2021. During last two years, restaurant was opened for dine-in for limited time but shifted again towards takeaway due to increasing cases of virus. 
[bookmark: _Toc80278456]Innovative changes in Wagamama during and post Covid-19
It is reported that Wagamama is changing the way of eating in Britain by introducing innovative ways. For example, in Noodles lab of Wagamama in London, customers make selection of menu from digital tablets where customers can review the ingredients of new dishes (Wilkinson, 2017). Staff also wait for help during placement of order and it overall increase efficiency. In the same way, customers appreciate the food with the use of technology.
Wagamama has the well-structured training system and staff felt not problem in switching from dine-in to takeaway services. Wagamama also increased the online sales and strengthening the digital ways of business. Company is also seeking to expand the pub estate in UK to compensate the decline in sale. Various analysis reports reveal that increase in takeaway is inferior to in store sale and working with delivery service providers such as Just Eat or Deliveroo (Hancock, 2021). 
[bookmark: _Toc80278457]Concepts of Beliefs, values and attitude
Before proceeding towards the organizational context, it is important to do the conceptual briefing. Beliefs can be defined as the assumptions that are made according to circumstances. It is made according to external and internal environment. Beliefs are the foundation for the values of organization. Beliefs are hypothetical and based on internal feelings Beliefs can be subdivided into two categories which are core believes and dispositional believes. Core believes referred s the individual thoughts or personal feelings. Whereas dispositional beliefs reflect the elements where persons are not involved directly in considered action. In business organizations, people adopt beliefs from the charismatic leadership. Beliefs impact on all commercial activities such as marketing, services, advertising etc. These beliefs mature into values. 
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Figure 1: Development of attitude from beliefs and values (University of Reading, 2021). 
Values in business are principles which set the guidelines for employees and management to move organization forward. Values show the core qualities like integrity, honesty, discipline, hard work, coordination, openness etc. Values can be subjective or objective. Subjective values are influenced from culture or emotions whereas, objective values are referred as physiologically determined. In either case, values are the milestones set for the employees in working. Values can effect on personalities which also influence on the attitude and behavior. 
Attitudes are the responses of individual on external factor or action of others. In simple ways, how we respond to a situation shows the attitude. Values have important contribution in it be because behavior can be controlled which is against the values of organization. Employees in organization apply the values and beliefs when dealing with other persons. There are various theories to explain the development or attitudes such as social learning theory, instrumental conditioning and class conditioning theories. 

To somehow, beliefs, values and attitude are interconnected. These are the moral principles which guide the employees in working and develop organizational behavior. Beliefs usually grow-up into values which are reflected from the attitudes in business employees. Clarity of values and beliefs help the person to make consistent and clear decisions. 
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Figure 2: Interconnection of Belief, values and attitude (Moise, 2014)

[bookmark: _Toc80278458]Belief, attitude and values of Wagamama
Although meaning of the Wagamama is naughty child but the company’s slogan is the positive eating and positive living. Wagamama believe on philosophy of Kaizen. Kaizen reflects the positive change and it was adopted by Wagamama. Company always seeks to bring positive change in their service, dishes and behavior. Wagamama refined recipes and improved skills to bring improvement in taste and customer experience. 
There are mixed reviews of customers on attitude Wagamama staff at different social media forums. Front of the house staff is trained to serve customers with smile, care and patience but in busy hours, staff work very quickly and they can’t spare much time on one table. Staff work for long hours and restlessness sometimes comes with attitude problem. Some people which worked in company in past raised issue of favoritism in company. Staff recruited by the branch manager which decided herself/himself need of the restaurants. After initial training, services start in restaurant (UK Indeed, 2021). 
Values of Wagamama are towards positivity. Important values are caring for each other, honesty, communicating openly, embrace changes, helping team members for success and thinking innovatively. Wagamama emphasize on team for one dream one team. It means working as team on same objective. 
[bookmark: _Toc80278459]Key theories and models in context of Wagamama
There are various theories that will be underpin in this report. Beliefs, values and attitude make the organizational behavior. Important theories to discuss in this report are Human relationship management theory, McGregor’s theory X and theory Y, Taylor Scientific theory, Adam’s equity theory and Bureaucracy theory. In this report, two important models RED model and De Bono’s 6 thinking hats method is discussed. 
[bookmark: _Toc80278460]Human relationship management theory
This theory provides insight on the organizational psychology. According to this theory, employee’s motivation and productivity can be affected from the appreciation and positive social environment at workplace. It holds that positive working environment increase performance of employees (Ward, 2021). There are different actor elements such as employees, managers, supervisors and organization. Role of each actor element can be scrutinized to increase productivity. It can be done by;
· Treating equally with all employees and their problems should be addressed individually.
· Promotion of positive values and developing relationships.
· Effective supervision and management structure of organization. 
· Development of comprehensive training and development system. 
· Development of better working conditions
Wagamama: Wagamama uses the human relationship management theory effectively but there are also various complains of previous employees on the attitude of supervisors. Wagamama provides the authority to branch manager and supervisors to recruit and manage employees. In hundreds of branches, it depend on the branch managers how to handle the staff in busy hours. Due to customer centric policy, managers can’t afford negligence in service. In personal experience, staff showing better performance promote faster. However, there are some gaps in training and new recruitment management. 
[bookmark: _Toc80278461]Taylor Scientific management theory
It is also called classical management theory more like Max Weber’s theories. According to Taylor’s, employers can get better results on rewarding and appreciating employees on better work rather than scolding them on every small mistake. Taylor proposed the simplicity in jobs and optimizing working conditions to increase productivity. Taylor proposed four principles of scientific management (Mind Tools, 2021). 
Monitoring the performance of employees and suggesting them improvement by efficient supervision. Employers must ensure that workers are getting best possible working conditions. 
Promotion of scientific or innovative way of working to complete the specific task. The conventional ways or forcing employees to work in certain direction should be replaced. 
Instead of randomly assigning task to workers, responsibilities should be divided according to abilities and skills. This approach motivates employees to work efficiently. 
Managers must give roam to workers to find the ways of completing task. Mangers must plan the projects and do necessary training of staff for increasing their performance. 
Taylor’s scientific management theory has wide acceptance which is used to increase coordination of staff and increase performance of team. There are lots of criticism on this theory which don’t fit well in modern management practices. For example Taylor emphasize on the breakdown of single procedures into tiny steps which is against the present day approaches where organizations are encouraging multitasking work and efficient use of resources instead of wasting them on experimentation. 
Wagamama: Taylor’s scientific theory is applicable in Wagamama because there are job responsibilities for every position. For example, Junior manager, look after the customers and training of new recruitments. Staff get appreciation from managers on better performance, but this theory is not fully applicable in Wagamama. Taylor’s theory suggests micromanagement and division of work according to expertise and willingness of employees, but it is not possible in Wagamama which is already facing devastation of Covid-19. Here employees are limited and sometimes, they do multitasking. 
[bookmark: _Toc80278462]Just in Time (JIT)
It is somehow more related to the supply chain management. It is referred as management strategy which reduces the inventories and maximizes efficiency (Banton, 2021). It is the way of reducing cost of storage and better quality control. It is extremely good for food related businesses where everything need fresh. Only those products are demanded which are demanded by customers or which are used immediately without storing them. Many businesses do the practices which showcase some models and give order to suppliers only when they get demand from consumers. This theory is more commonly applied in the automobile sector, food and electronics. Efficient use of this theory reduces the inventory cost up to zero if supply of demanded item is fast. Customers usually don’t wait for the longer period. Therefore, many companies encourage the nearby suppliers for efficient supply chain management. Amazon and Alibaba which are fastest growing companies are also working on these principles which just managed the shipment and customer claims instead of storing millions of items in their own warehouses. 
Wagamama: It is not declared anywhere by Wagamama that they are following supply chain management. However, it is assumed that Wagamama cook everything fresh and they are using the fresh ingredients everyday more or less just in time. It is quite possible that restaurants stored material for days during Covid-19 when supply chain was affected but overall, restaurant is famous for making fresh food all time. As more and more branches are growing and JIT is getting popularity. It is quite possible that restaurant chain declare it in their policy documents. 

[bookmark: _Toc80278463]Scanlon plan
Scanlon plan is efficiently used by many organizations since decades. Scanlon plan is about the development of workforce, leadership, reward system and employee’s engagement for the improvement of workplace performance. It is a gain sharing formula where employees participate in cost saving and incentive formula.
Wagamama: According to present working conditions, this plan seems fit in Wagamama but in relatively less organized manner.  Wagamama gave confidence to branches to make decisions according to situation. Employees get promotion on better performance as reward but there is irregular mechanism to handle the part time and new staff. 
[bookmark: _Toc80278464]Adam’s equity theory
Under present conditions, equity theory has more importance. This theory suggest that motivation of employees depend on the sense of fair treatment (Ibinwangi, 2016). Employees become demotivated when they see injustice in reward of their efforts. It can result demotivation. For example, if workers learn that someone in staff is getting more salary and appreciation of same work, they will automatically reduce their efforts to that level or become dissatisfied. There are many important input factors which should be balanced with outputs. Input factors include skills, hard work, effort, commitment, loyalty, flexibility, determination, adaptability etc. Doing some efforts beyond the job description, employees expect fair outputs in the form of reputation, praise, appreciation, recognition, job security and sense of achievement. 
Wagamama: There are mixed reviews of employees on fair treatment. Equity theory emphasize on the fair treatment which maintain balance between inputs and inputs. So far Wagamama has very good customer response which is reflected from their reviews. It means performance of employees is not affected due to effective input factors but there are issues in the output factors. One important reason behind it is job security. When companies terminated many employees during Covid-19, number of drop out ratio was relatively less in Wagamama which got loan to pay salaries and other liabilities. Employees are loyal with company. 
[bookmark: _Toc80278465]McGregor’s Theory X and Theory Y
This theory was explained by McGregor in his famous book of “Human side of enterprise” where he highlighted the use of two styles of management. Theory X was named for the authoritarian whereas, theory Y was for the participative style of management. They can be said as two different theories. Theory X is representing the satisfaction factors which uses by employees for their own needs. These satisfaction factors don’t contribute in the organizational goals. If management feels that employees are less motivated then they can use the authoritarian management style. This management is to look after even the micro issues to make sure the continuity of organizational processes. 
On the other side, if management feel that people are self-motivated and working on all task as challenge, participative style of management should be applied. Managers in this trust on employees and encourage them to work with feel of ownership. In this style, management gives fair and frequent promotional opportunities. This theory was named as theory Y by McGregor. According to theory Y, managers assume that employees are; 
· Doing their work happily and taking their own initiatives
· Motivated to complete their task and working with dedication
· Fulfilling their tasks efficiently and accepting challenges
· Working with ownership and making decisions
· Working creatively to solve problems
Wagamama: Values and working environment of Wagamama shows that company uses methodology of theory X and theory Y both. Less performing employees are treated with theory X. If company is opening new restaurant then in the initial phase, employees are treated with philosophy of theory X whereas, on best performing branches, theory Y is applied. It is the better way of management. 

[bookmark: _Toc80278466]Bureaucracy theory
This theory was proposed by Max Weber’s that hierarchical structure is best way of running business organization. Hierarchical structure must follow the strict regulations. Max Weber believed that bureaucratic way is more efficient which eliminate favoritism and keep everything in order. Example of bureaucratic theory is government offices which follow regulations in any case. According to Max Weber, following characteristics should be present in bureaucracy. 
· Rules and regulations
· Skills and specialization of the workforce
· Well-structured hierarchy of the organization 
· Application of rules
According to Max Weber, hierarchical structure provides right of appeal to the employees against any decision because it follow the stable rules and regulation. 
Wagamama: This theory is applied in nearly all growing and organized companies. Wagamama also have set rules and work on the employee’s skills and satisfaction needs but also applies hierarchical rules. 


[bookmark: _Toc80278467]Benner’s Novice to expert theory
This theory was developed by Patricia Benner which gave the concept of Novice to expert. It means staff can develop skills and understanding of customer care with the passage of time by personal experience and educational foundation (Nursing theory, 2021). According to Bonner, it is a situational model which means under difficult conditions, employees can revert to standard procedures to get guidance. 
Wagamama: Benner’s novice to expert theory is applied to those businesses where employees have enough time to decide while dealing with customers but it is not possible to Wagamama to train all employees on decision making for two conditions. 
[bookmark: _Toc80278468]Maslow’s Hierarchy of Needs theory
This theory explains the five category of human needs which should be addressed to effect on human behavior (McLeod, 2021). These are the safety, physiological, love, esteem and self-actualization needs. According to Maslow’s, working on the human needs can effect on their performance at workplace. 
Wagamama: This theory is not fully applicable to Wagamama under present conditions because company is already facing financial crisis after lockdown. However, implementing this theory could provide better results. 
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Figure 3 showing the Maslow’s hierarchy of needs (McLeod, 2021). 

[bookmark: _Toc80278469]RED Model
This model is related to critical thinking where organizational structure help employees in learning and recognize their assumptions. It is usually easy to believe on assumption even when there is no consolidated evidence to back up. RED model was developed by Pearson Talent Lens which set three indicators of recognizing or identifying issue, do evaluation and draw conclusion on the base of whatever available information is. A report was written by Sam Davis (2013) that RED model implementation can improve leadership skills. This is direct link of critical thinking and abilities of management to achieve the higher performance targets. It is general perception that critical thinking can’t be taught but it is possible with implementation on above mentioned elements of RED model. 
Wagamama: Managers at Wagamama analyze situations and make decisions according to available information. In this sense, this model seems applied on Wagamama. 
[bookmark: _Toc80278470]De Bono’s 6 thinking hats method
De Bono group defined the six thinking hats which are effective, and simple thinking processes. Thinking hats are effective to increase productivity and focused way of working. Every hat has separate thinking role which is represented with symbolic color. For example, white hat represent the facts or information required. Red hat shows the emotions, intuitions or threats felt by the employees. It also represents the dislikes, loves or hates. Green hat represent the opportunities, new ideas and possibilities. Black hat show the problems and hurdles. Yellow hat is for optimism to seek positive aspects and benefits. Blue hat represent the thinking process (De Bono Group, 2021). These thinking hats help in;
· Maximizing collaboration
· Leadership development
· Reduction of conflicts by meetings
· Clarity in objectives
· Spotting opportunities and threats
· Improving organizational performance
· Achievement of meaningful results
Wagamama: It is critical thinking model which can’t be applied at micro level. It is excellent way for leadership development in higher management but it will be very difficult to arrange at branch level where restaurants have limited staff and managers usually do multitasking. 
[bookmark: _Toc80278471]Alfaro Lefevre 4 Circle CT model 
This model is used for the development of management skills in employees. For example, constructive feedback, managing emotions and learning independently. This model is to help in critical thinking. 
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Figure 4 showing the Alfaro 4 Circle CT Model (Alfaro Teach Smart, 2021). 
Wagamama: Alfaro Lefevre 4 circle CT is complex model on critical thinking which consist of working on various behavioral characteristics, intellectual skills, technical and interpersonal competencies. At restaurant level, this model is not applicable in Wagamama and it needed careful recruitment and specialized training of staff. 

[bookmark: _Toc80278472]Comparison of values, belief and attitude of Wagamama with other organizations
Values and attitude in Wagamama is explained in previous section which can be compared with various organizations. Every organization have their own values and beliefs. For example McDonald has Core values of honesty, fairness and integrity. McDonald beliefs are ethical values and McDonald’s management believe that company can grow continuously (Corporate McDonald, 2021). Attitude of McDonald employees is reflecting their core values where employees are treated fairly which as output do their duty honestly. Honesty is also enlisted in values of Wagamama but policy revolves around positivity and creativity. Adam’s equity theory, JIT and human relationship theory are more relevant to McDonalds values but Human relation management theory and McGregor’s theory X and theory Y are more relevant to Wagamama. 
In contrast to McDonald’s, Tesco’s core values are related to customers. These are understanding customer needs and act responsibly for community. It means that Tesco has less priorities for the employees. Tesco PLC faced lots of criticism on wider gender pay gap and paying less to the workers which is against Adam’s equity theory. It has policy more close to the Wagamama which also gives priority to customers and emphasize on staff for positivity under all circumstances. 
[bookmark: _Toc80278473]Recommendations
On the base of above discussion and previous reviews mentioned on different online forums, it is recommended that Wagamama should include fairness in the core values. Wagamama should also work more on theory X and theory Y because satisfied employee can increase the company performance. Wagamama should eliminate the dissatisfaction factors. 
It is also recommended that Wagamama should follow the model of Kellogg’s which is largest cereal producing company. It is listed among best companies to work by Times magazine. Kellogg’s have their own school of thought which always work on the motivation and satisfaction factor of employees. Every person working in the company can review his/her own performance on weekly basis and get suggestions to bring changes in it. Maslow’s hierarchy of needs theory is very effective work on the motivational aspects. 
It is also recommended that Wagamama should review the feedback of previous employees. The dissatisfaction factors can be reduced. Comprehensive training and development program should be started where all new recruitments should be similar kind of training to adopt the similar operations in all branches. It will improve performance of employees which will use similar procedures as they are trained to do so. 
There must be mechanism to increase coordination of management with employees. Employees engagement in making policy and deciding new recipes will give them feel of ownership and they will work with more dedication. 
There must be complete implementation on the Adam’s equity theory which will develop fairness in organization. There is also equity act 2010 implemented in UK but there are various negative feedback of previous employees about unfair treatment of restaurant managers and some are on favoritism. It should be eliminated with clear decisions and policies. 


[bookmark: _Toc80278474]Conclusion
This report has been written to explain the importance of beliefs, values and attitude in business organization. Case study used in this report is my own workplace, Wagamama where I am serving as Junior manager. During last two years, Wagamama also faced financial crisis and closed various branches due to Covid-19 pandemic and lockdown. After the end of lockdown, economic activities are initiated with full throttle but in this report, various theories and models such as human relationship management theory, McGregor’s theory X and theory Y, Adam’s equity theory, RED model etc. are explained. These models and theories are also discussed with respect to Wagamama. Furthermore, beliefs, values and attitude of Wagamama are compared with other business organizations such as McDonald’s. On the base of previous reviews of ex-employees some recommendations are made which can increase the company performance. 
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