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Introduction
The main objectives to this report will be based on the critical analysis towards the impact on the beliefs, attitudes and values on an individual’s workplace behaviour. To be a bit more specific about this is that the workplace behaviour will be involving a retail company which is globalized company which is known as Virgin Media. The impact on the beliefs, attitudes and core values will be based on a customer service representative based within Virgin Media company which is a well-recognized company in not only Europe but around the globe. Secondly, there will also be management theories which will be explained thoroughly based on the relevance of the customer service representative job role within the Virgin Media company. Based on the customer service role a RED thinking model will be used which is a management theory to examine the relevance of the customer service role and is the same RED thinking model which was introduced in Pearson's Watson-Glaser II critical thinking appraisal. Furthermore, relevant critical thinking models will be used as a result of evaluation to the modern-day relevance and weaknesses of the identified management theory. Lastly, an argument will be developed which will assess the claim towards the beliefs and value systems relevant to managers which may influence the choice of the management theories they use within the workplace.
The impact of beliefs on workplace behaviour
One of the main reasons’ beliefs can affect an individual within the workplace is because this can involve religion/s and different individuals may believe in their religion in a different way and may also believe in a different religion all together as there just isn’t one religion out there. An example to this is that within the Virgin Media company there may be an individual who’s religion may be a Muslim and another individual who’s beliefs may be towards Christianity and sometimes employees can get into debates whether they are in the workplace or not which could lead to discrimination from both parties against each other because of their beliefs and this can impact on the individuals performance when executing their job role up to standard required by Virgin Media and this can also lead to other major impacts towards the company as well the individual such as a dismissal, formal warning, written warnings, final written warnings and also gross misconduct which all have an effect on the company and the individuals performance within the working environment knowing they are around other colleagues with different beliefs (Saxton, 2016). A study also suggested that cultural diversity can affect the workplace in numerous ways meaning that negative effects within the working environment can include creation of barriers, dysfunctional adaptation behaviours and miscommunication within the workplace and culturally diverse workers may have different opinions, norms, customs, trends, traditions, thoughts and beliefs within the workplace according to (Martin, 2014). 
The impact of attitudes on workplace behaviour
Having a negative attitude within the Virgin Media workplace can cause an individual working within the company to develop distrust and this can affect the workplace environment in many negative ways which managers and team leaders may suggest that bad attitudes are a result of laziness, tardiness and rudeness that will lower an overall morale stated by (Oluoch, 2014). This statement can be argued against because an individual’s performance within the workplace of virgin Media and other working environments of other companies too can be affected negatively due to personal problems which an individual may be facing out of work and has impacted that individual before attending work and sometimes pressure can build up in workplaces which can be frustrating and can affect that individual more negatively. According to (Mack, 2019) it is also found that an individual’s negative attitude could be due to personal problems which can then have an effect on the individual’s performance. 
[bookmark: _GoBack]Attitude can also have a positive affect within the workplace as well where an individual is using positive thinking and good attitude it can help an individual do better in their work within the workplace and it can help psychological wellbeing to help a person cope better in a stressful situation within the workplace. If good attitude is displayed, the co-workers will attempt and follow another individuals footsteps to try and do better so this is where motivation takes place and motivation factors are important within the workplace making it a lot more easier to communicate with other members of staff within the workplace and to help everybody get along with each other. Motivation is important to an individual in many ways for instance it can help achieve workplace and personal goals. If an individual feel motivated at the workplace then the outcome to this will relate to job satisfaction. Motivation can also help is self-development and an individual will always gain by working with a dynamic team according to (Managementstudyguide.com, 2019).
The impact of core values on workplace behaviour
Core values within the workplace such as Virgin Media for instance can help to improve employee engagement. Employee engagement do generally increase within the working environment alongside job satisfaction including a workplace morale. According to (Bright HR, 2019) the effective core values within the workplace can really increase engagement by creating a workplace culture and this will be built upon the principles which employees believe in. Employees may therefore find that there is a lot more fulfilment in their level of work. The impact of core values within the workplace can be positive in many ways such as positive values and positive values applies to certain things and qualities which management within the workplace would find impressive and good standard as well as being desirable and worthwhile. A good example for this is that an employee within the Virgin Media company in the customer service area whom respects themselves as well as the constituted authority, managers, team leaders, teammates in the workplace and the chief executive officers (CEO’s) is said to have positive value. The other positive values within the workplace does also include gratitude, telling the truth, obedience and hard work which are related to prime examples of the workplace core values. Within the Virgin Media company there are four types of core values which should be carried out by an individual within the organization which involve integrity and ethics and this is said because if the two principles are simply put together it translates into doing the correct thing that is in all honesty, fairness and responsible way. Another core value involves respect because without the employees being dedicated the company has no value, so it is nothing. Furthermore, there are another two core values within the Virgin Media company which are also important which involve innovation and drive and these are important within the workplace as they motivate each individual to do things in the right way and then other employees within the business feel motivated to follow when an example is set out by one employee who is rewarded performing their job role in the correct manner and achieving all goals set out by the business.
A theory of leadership and management related to a customer service role
Many people ask what are the concepts of management? Management involves a range of set processes which should be followed by management whether you are a manager, team leader, chief executive officer and if an individual works within the human resource management team. This helps an organization to keep functioning as intended and this is how these examples have been set out to the modern days to make these strategies work. The processes involved are towards budgeting, staffing, clarifying jobs, planning, measuring performance and lastly, problem solving when the results have not gone according to plan. Leadership is different to management, so this is when the question is asked as to what are the concepts of leadership? According to (Ratcliffe, 2016) leadership is very different to management because it is all about aligning people to the vision which means buy-in and communication as well as motivation and inspiration. If the organization is run more efficiently then leadership and management will be existent in tandem. The management technique that is known as a target setting is a concept that may only work well when leadership is present. There is a balance in between management and leadership depending on the environment that it operates in. it is known that if the world is not changing and you as an individual are on top then definitely management is essential, but leadership may not be essential. Leadership changes every now and again and this is not about mobilizing people to carry out what they have always done good and to continue to do it good. 
Managers based within the organization may have to take a consultative approach for instance to better understand the issues and problems of what a customer may be facing to then approach the correct solution for customers who may be upset about a product or service which the business is providing. This is where ownership and motivation take place as well because this is an independent approach which enables enterprise employees to then have ownership of many of activities which are carried out within the modern day workplace so this then acts as a motivator itself for staff members within an organization. 
Below is the Maslow’s hierarchy of needs diagram for individual employees within the workplace.


The Maslow’s theory hierarchy of needs was identified in 1943 by Abraham Maslow looking at motivation for individual employees within the working environment. Maslow looks at needs for individual employees and believes that self-actualization, esteem needs, social needs, safety needs and physical needs must be met by an individual before that person can succeed in fulfilling their higher needs. According to (Business Case Studies, 2019) when employees are empowered to make certain decisions it can really improve the individual’s sense of worth as well as self-esteem. It can help an individual to use their own creative skills according to their role which helps and motivates that individual to improve their performance and make it better. It is also said that making decisions at a local level would enable and help an individual in the working environment to meet customers’ needs and does also enable an individual within the modern-day workplace environment to take pride in their job. This is a recognition that employees are and feel motivated by their job role and job performance as well as by factors other than financial ones. These can include appraisals, having a lot more responsibilities than usual and recognition. Enterprise’s emphasis is about satisfying customers in the workplace to help grow the business and then lead to rewards thereafter.
Motivation can be increased, with this being said employees who have the abilities to achieve high levels of customer satisfaction towards customers have a greater opportunity and chance of obtaining a promotion. Moreover, the staff who perform their job roles really well on a daily basis or an individual who makes a massive improvement within the workplace based on their job role such as a customer service advisor for instance will be recognized through a enterprise newsletter as it’s well known or by a membership of the enterprise which also well known as an “elite club” and this is what leads to self-esteem. There are many common leadership styles which relate to customer service roles within the workplace for instance having a coaching leader, a coaching leader is an individual who has the abilities to assess and recognize their team members strengths, weaknesses and what motivates them which is key to helping each individual of his/her team. There is also another leadership style which is known as a servant leader who live by a people-first mindset so they believe that team members may feel personally and professionally fulfilled by their most effective work on a regular basis which then leads to job satisfaction. A recent study by (Indeed.com, 2019) suggested that a servant leader is an excellent leadership style for many organizations of any industry and the size of any industry whether it’s a small organization or a big organization its relevance is especially prevalent within non-profits. These types of leaders are exceptionally skilful when it comes to building employee Morales and engaging with their team and other members of staff within the workplace to help them re-engage with their work.
Critical thinking model as an evaluation to the modern-day workplace
In the modern-day workplace using a theory which was introduced known as the Pearson’s red critical thinking model is a well-recognized model which defines a path for an understanding on how to think critically to help develop each essential skill which is required within the modern-day working environment. Pearson’s red critical thinking model is a great model to use in the modern-day workplace because there are many skilful people out there who have possessed skills which involve drawing to conclusions and these types of individuals are then able to bring diverse information together to then be able to arrive to a suitable conclusion from the evidence that was available and this also helps develop further skills such as problem-solving and decision-making techniques which are mandatory in many workplaces especially in management roles such as human resource management jobs for instance having the ability to make suitable decisions and resolve problems in the correct way is essential for that type of job and for other management roles as well such as a retail manager for instance would require the same skills to be able to have and create an opportunity for an individual to obtain that job role. According to (Candidate Manager - ATS, 2019) human resource management is mainly all about making accurate decisions. Choosing the correct candidate for this type of position which is available isn’t something that should be left to guess or chance. The particular role of making accurate decisions in human resource management is a very complicated job role to be able to carry out and when using the technology and recruitment software which is available, an individual will then be able to make decisions which are based on true evaluation of all the factors.
The importance of using Pearson’s red model critical thinking model within the modern-day workplace is because an individual who has the skills and abilities to recognize assumptions has the ability to separate facts from opinions. Upon questioning assumptions, it helps to gain information which wasn’t available at that present moment and then an individual then can examine the assumptions made through various ways and viewpoints. According to (SlideHunter.com, 2015) it is stated that an individual’s evaluative argument skills have the ability to analyse information objectively and most definitely more accurately. An individual who has the ability and skill to draw conclusions can bring diverse information together and arrive to conclusions from the evidence that is available to them.
The management theory that has been identified relates to the leadership and management theory which doesn’t only have a lot of positivity but can have many negative affects within the modern-day workplace as well and these types of weaknesses involve not having trust in the employees working for the organization as well as excessive connectivity which has a negative impact towards the business and due to these the negative affect takes more effect on managers when the have provided feedback to an individual which can apply more pressure on the individual making them think that things need to be accomplished a lot more quicker than expected and this is well-known as a memorable term which is called “hurry sickness” it causes both leaders and employees to get caught up in minutiae rather than just standing back and to then take in the bigger picture. There are many other negative effects on the leadership and management theory that involve stagnancy, the need to be liked, hypocrisy and failing to set out clear expectations to the individual within the workplace.
Within the virgin media company there is a lot of doubt that customer service advisors who provide a service via the telephone also known as a tele sales customer service advisor aren’t supplying millions of homes across the UK a tv and broadband service because then majority of the UK population would be using Virgin Media in their homes whether to watch movies, have a home set up box to watch on a daily basis or whether it was a home telephone or broadband connection but it’s obvious that it isn’t the case otherwise other companies out there who provide similar services and products within the same market sector as Virgin Media would either be bankrupt or non-existent anymore due to the lack of sales, profit margin, quality of their products, location and price to stay competitive. On the market are competitors with Virgin media which includes companies such as Sky, Talk Talk, BT Group, O2 mobile and Vodafone it is quite obvious that Virgin Media isn’t the one and only top selling broadband provider within the UK as many studies suggest that they have 4 main competitors who are competing at the highest with Virgin Media which has been stated by (MBA Skool-Study. Learn Share., 2008) and what has also been stated by this authentic source is that the highest top 4 competitors of Virgin Media are the BT Group, O2 Mobile, Talk Talk and Vodafone. Upon stating Virgin Media’s competitors and discussing the sales within the company it has not been denied that Virgin Media doesn’t have millions of sales, yes, they would have millions of sales but just not within broadband in the UK because the millions of sales also include other products and services such as mobile phones, pay monthly mobile phone contracts, sim cards, sim only contracts, virgin media boxes, accessories for tv and mobile phones and broadband as well. All of their products combined together gives the figure of millions of sales being made yearly but just not broadband on its own and this has been proved by (Coleman, 2019) because Virgin Media was the first provider of all four broadband, TV, mobile phone, and home phone services in the UK. Every year it sees millions of sales interactions, but they don’t all result in a prospect signing on the dotted line which means that yes they had millions of interactions with customers but not sales in just broadband yearly it has mentioned all four of their top selling products which would the obviously count in the millions category.
Beliefs and value systems of managers within the workplace
Beliefs and value systems may have a negative effect on the management theories they try and apply within the workplace of Virgin media and with it can affect the relationship between organizational culture as well leadership behaviour and job satisfaction. Organizational culture does refer to the beliefs and value systems which have been existing in Virgin media organization for a very long time and therefore staff and the foreseen value of the individuals work is what influences their attitudes and behaviour within the workplace. A study published by (Tsai, 2011) has stated that administrators usually tend to adjust their leadership behaviour to then accomplish the goals of the organization which may then be influenced by employees’ job satisfaction. It is essential that there is an understanding on the relationship between the organizational culture, leadership behaviour and job satisfaction of employees within the workplace. When people make judgements towards beliefs stating that this has a negative impact relating to the working environment which in some cases it can which isn’t deniable, but this doesn’t mean that its always going to have a negative impact towards it and nothing positive towards it. Many people don’t believe that beliefs within the workplace would benefit any individual within the modern workplace which can be argued against and studies show that there is positivity towards beliefs related to the workplace such as promoting positive beliefs in the workplace which has been introduced by (Principal Relocation Company, 2015) who states that taking the time to promote positive beliefs as an individual within the workplace pays enormous dividends. Concrete results to this have included an increase in sales, greater quality of the customer service, an increase on goals and targets being met within a timely and efficient manner and lastly, but certainly not the least there is a much happier environment to then look forward to work in. Many people out there believe that the same goes towards the core values within the working environment that core values mainly cause and have a negative impact within the workplace which is incorrect because according to (Benstead, 2019) the negative impact that it does have and relate to within any type of business is that negative workplace culture has an impact of mainly a huge cultural change in how businesses are operating which can easily be overturned and fixed because there are more positive aspects of workplace culture than the negative side of it and it is also stated by (Agarwal, 2019) that a positive workplace culture can improve teamwork as well as raising the morale and productivity within the workplace. Other positive points it has towards a workplace is that it can improve efficiency and enhance retention of the workforce. Job satisfaction, collaboration also work performance can all be enhanced and what is most important is that a positive workplace environment has the ability to reduce the stress in employees. So, the end point to this is that regardless if people state and believe that there are only negative affects based on beliefs and workplace core values is incorrect and has been proven in this synthesis with valid and sufficient evidence that supports this claim.
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