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Executive Summary

An effective workplace culture combined with forward thinking management and leadership is critical for the success of an organisation, since workplace culture can have, a positive or negative impact on the organisation. It’s commonly stated that an organisation can best be identified by their workplace culture. A positive workplace culture keeps employees motivated, leading to loyalty and understating between management, supervisor and staff. The positive outcome that can be derived from this, is the satisfaction gained by employees at work. A sense of belonging helps organisations keep employee turnover down. A negative workplace culture has the opposite effect, leading to high employee turnover as well as the loss of experienced staff.

The solution is to identify where changes are needed within the organisation. However, since workplace culture cannot be changed overnight, supervisors, managers and staff should engage management in order to define, dedicate time and resources to investing in areas where changes are needed to create workable workplace culture.  
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1. Introduction

Workplace culture or Organisational culture often refer to a set of collective values and behaviours that are essential for developing a good workplace culture in an organisation. It gives direction to the interactions between different people and groups in a professional working environment. It also affects how employees identifies with the organisation. A good workplace culture can develop employee motivation, efficiency, consistency, coordination and better alignment of the company with targeted visions and goals (Maxfield 2019) 
Workplace culture is important to any organisation, since it impacts many parts of the organisation, helping it to reach its potential (Graham 2016). The collective values acquired by a group will remain constant regardless of any changes made within the group in the near future (Kotter 2011). If organisational goals are aligned with the employee’s goals, organisations can concentrate on what they are good at, which will the result in productive and services required by their customers (Schabracq 2009)
Whilst an effective workplace culture within organisations can create better organisational performance in its current status (Zak 2107), overtime certain factors could force changes. Alvesson & Sveningsson (2016) reasons that organisations must adapt to culture change or risk failure.
Harrods have developed an employee focused culture, allowing employees voices when it comes to change. Harrods benefits from their positive workplace culture with the knowledge that their employees are proud of their brand name. They have job satisfaction which allows them to carry on their daily duties, focusing on the need of their ever-growing customers. 
The culture of an organisation is a very powerful tool, and has been described by Rowley (2019), as the DNA of an organisation.  






2. Background Information (Harrods)

Founded over 162 year ago, Harrods of London is perhaps one of the most famous retail shops in the world. The company has built it reputations on their tradition, which lists them as British, Luxury, Innovation, Sensational, and Service. They currently have over 5, 000 employees from as much as 86 different nationalities. Their customers are not just from the UK, they have varied worldwide customer base.
The current owners, (Qatar Holdings) acquired the store in 2010 from Mohammed AL-Fayed. Since then, they have maintained the Harrods workplace ethos, showing total commitment to their employees. The recognition of their brand worldwide has committed Harrods owners to invest in a workplace culture that not only benefits the company but all their employees.
The increase in the expansion of some retails shop, the arrival of new companies from abroad and the emergence of numerous internet companies has forced the retail sector market into saturation. The biggest of all these is Amazon, which in 2018 became the second largest company to be floated at a cost of 1 trillion dollars, making them second only to Apple. 
Harrods face competition on all fronts. Workplace culture can be very important to a retailer such as Harrods. Employees are a vital component in the cog that is organisation engine. Employees can generally be viewed as the public face of the company. The daily responsibility of employees includes constant interactions with various stakeholders, such as customers and suppliers. The need for an effective communication system in such circumstance cannot be underestimated.
The 2009 Macleod report “Engaging for Success”, commissioned by the government concluded that employee engagement in any organisation was key to the organisation’s survival. In view of this report, Harrods commissioned their own report of staff engagement in which they found a negative employee engagement. The conclusion was to change the company’s culture to positively meets their employees needs, whilst still maintaining the values that underpins the company.
     
      


3. Workplace Culture
Since the onset of my research into workplace culture, the overwhelming agreement amongst nearly all the scholars is, workplace culture defines an organisation. Basically, they are in agreement that workplace cultures are, “the sum of values, beliefs, behaviours, interactions, company vision, ethics, goals, and others.  It’s an endless list of do’s and don’ts that creates a workplace culture capable of sustaining employees, whilst encompassing all the values set down by the organisation. In his 2010 fourth edition book, Organisation Culture and Leadership, Schein defines Organisation culture as, “a pattern of shared basic assumptions learned by a group as it solves its problems of external adaptation and internal integration, which has worked well enough to be considered valid and, therefore, to be taught to new members as the correct way to perceive, think, and feel in relation to those problems”(2010, p.18). The two notable points are internal integration and external adaption, which are key to organisation survival (Kummerow, et al 2013).
Organisation success is not based solely on their customer base, since customers are not always loyal (Graham 2016), but a happy and more engaged employees can add to the company’s long-term customer base (Sinek 2011). A successful workplace culture also dictates that business must strive to combine the interest of employees, customers and stakeholders in their path to success (Muncherji & Dhar 2009). 
         
3.1 The Establishment of Core Values  
Laying down a foundation of workplace culture has a powerful impact on any organisation. These foundations also know, as core values allows employees at every level of the organisation to comprehend how the organisation is performing, and when employees are given the opportunity to affect these values, they become more engaged (Rhoades 2011). Culture in the workplace often has a deep-rooted meaning, forming a base of how people work together. This can be interpreted as ‘institutional culture’ (Fernando 2010), also known as the way we do things here”. In his book Corporate DNA, Baskin (2011) asks, how should organisations integrate the people with varying interest and skills into a single unit within an organisation to create a common purpose.
Harrods employs from varying backgrounds. They recognise that every level of employees has something to contribute to their culture. That realisation led them to restructure Human Resources Management (HRM) and allowed it to evolve into a culture that catered for employee’s needs, whilst retaining the company’s ethos. The changes included, (1) a recruitment system that attracted suitable employee through their unique website Harrods.com. (2) a system that allowed employees to perform to their highest level, whilst at the same time keeping them fully informed, and providing the relevant training opportunities. (3) development programmes that allows employees to build their careers with Harrods using methods to identify progression opportunities. The success of any organisation is partly dependant on effective employees’ engagement, since individual personalities and characteristics differ. The various method of interactions can be key for organisations objectives to be reached (Walker 2011)

 


3.2 Effective Leadership
The importance of leadership in shaping organisational culture cannot be understated. According to John and Robert (2017), the future success of any organisation has its roots on the quality and quantity of leaders within their teams. Since it has been determined that the most effective form of organisational culture success relies on the unique individuality, personality and characteristic of employees, we can then recognise that those traits are vitally important to helping organisations achieve their objectives (Walker 2011).  The role of leadership in organisations can either be autocratic or democratic. Autocratic leaderships are based on managerial authority which controls with no consultation of employees, for example, leaders will lay down the law on what’s to be done. However, democratic systems are seen as being based on trust, with consultation and participation on all levels (Walker 2011).
These two systems of leadership have their place in most organisations, for example, a retail establishment might use autocratic leadership if there is a sudden drop in sales. In such a situation, an autocratic memorandum might be issued to try and regain some order. However, with longevity, a democratic approach is more favourable. Harrods highly favours the democratic approach. The use of democratic leadership approach allows Harrods to hear employee’s ideas and advice to make continuous improvements. This then creates a culture of trust (Walker 2011), which leads to respect, resulting in highly engaged employees (Macleod 2009).  
In order to maintain the culture of democratic leadership, Harrods management have shown their commitments by developing their people. Employees, the business and stakeholders all gain satisfaction from the knowledge that their culture is actively working. By using three democratic leadership approach, Harrods have developed their employees. 
Firstly, with a system of Talent Spotting, they have been able to identify talented individuals within the organisation capable of making major contribution to the company. 
Secondly, Mentoring and Coaching enables advisors within to support, advise and guide employees far less experienced than themselves. This is done via structured feedbacks, coupled with advice and informal vocal communications Line managers are further encouraged to engage employees with communicative targets within formal settings to agree objectives. Different methods of working are also encouraged for further improvement. The benefits of mentoring and coaching aids the line managers in the development of their own managerial skills. 
Thirdly, using a network support system, managers meet other managers on a regular basis to discuss and share ideas and issues. An example is this, is a support network that allows managers in the retail section to meet with heads of retail in order to assess, gather insight and plan strategies and operations.
The various listed process above allows employees, either managers or front-line-staff to gain confidence, and inspiration in transforming their workplace (ChrisEdmonds 2014), and this give them the knowledge that their contributions are valued, and they can also make a difference.          
   
3.3  Communication Forums
An effective communication system is an important element to the success of every organisation (Mcintosh et, al 2008), whether its managers needing to communicate with employees or customers interacting with staff (Wrench 2013). According to Chris Edmunds (2014), leaders must consistently communicate and reinforce their organisational set up on a regular basis. These basic rules re-enforce co-operation and understanding within the framework of an organisation. Harrods shares these views, along with their constant belief in employee engagement. The chance for senior supervisors, line mangers and employees to effectively engage has been implement in several ways, 
1) The creation of an internal magazine designed for employees entitled, ‘Your Harrods’, which gives details of interviews with key people and personnel, in work snapshots of staff, charity features, agony aunts and various completions, has been very popular in its creativity.   

2) Morning briefing, which relates daily information to all shop floor teams of the latest sale statistics

3) Intranet is a smart information sharing aspect which enables employees to select where their focus should be as opposed to having the information put upon them.

4) A volunteer employee Quarterly Forum that allows employees voice to raise current issues, whist issue and contributions to the company’s goals are noted.

5) Bright Ideas, is a method of engaging employees with innovative ideas which could further add to the improvement of the company 

3.4 Sustainability and Responsibility
Workplace sustainability has more than profit making impact on organisations. It can also affect your community, as well as globally. Organisations should be accountable for their actions to both recognised authorities and stakeholders (Idowu, et al 2015), since organisations play a key role when it comes to making our societies more sustainable (Weidinger, et al 2013). Harrods has adopted an open and honest approach throughout the company, ensuring that all their stakeholders in their supply chains are operating in a fair and sustainable manner. Harrods commissioned a carbon footprint study in 2017 in their UK operations, including the Knightsbridge store and other sectors. This has been done through the targets and principles laid out by the World Business Council for Sustainable Development (WBCSD). In 2017, their carbon footprint level was 21,267 Co2 tonnes, compared to 22,114 Co2 tonnes in 2016. The company has commitment to Co2 reductions every year. Corporate responsibility to the environment has meant that Harrods aims to reduce consumption of energy, water and waste. The change from plastic cups and straws to paper replacement, together with food recycling loop unit can attest to Harrods commitment to the environment.  The company believes in ethical sources of goods to be important part of the sustainability. They monitor compliance codes and are ready to terminate partnership with partners violating those codes. All partners are required to allow annual audits to see that they are upholding and complying with these codes. This has been done through the Ethical Trading Initiative (ETI). There is also a requirement from their various partners to ensure local and national legistrations are adhered to, in particular, the rainforest alliance. Further commitments by Harrods expect their partners involved with animal-related products continue to be responsible for the animal welfare along their organisation’s supply chains. They encourage their partners to practice the best possible standards, whether it is catching, breeding, raising, handling, transporting or slaughtering through their supply chains. 


3.5 Encouraging Positivity, Reward and Diversity 
Harrods have invested in their employees for the future. They have such varying nationalities within the organisation, and such diversity brings many cultures and levels of experience, ability and education. Various development programmes are in place to ensure the continuing success of the company. Their training programmes provides new and existing staff with platforms for an exciting career.
The belief that employee engagement contributes to the company’s ultimate goals has led to the creation of benefits and rewards, such as rewards card and company clothing allowances. There are season ticket loans and childcare voucher schemes. Corporate health care helps employees with prolonged sickness and fitness goals for all.   
Globally, the increase in diversity has been immense. Harrods respects all individuals and their rights within the workplace. They support the diversity within the organisation ranging from the varying background, nationalities, ethnicity and religions. This support includes commitments to deal with harassment, racial hatred and bullying. 




3.6 Ethical Practices and Values

According to Daft, (2005), people choices of working environment are often determined by the company’s demonstration of high-level ethics and social responsibility, and people also feel happier with socially responsible companies Machdo & Davim (2018). Employees actions can be influenced by workplace culture, bad workplace culture can lead to unethical or illegal actions by employees (Graham 2016). Harrods have shown a commitment to creating working environment where values and ethics are paramount. There is a supportive system that is based on trust, respect and where everyone fees valued. Their internal policies, ranging from business ethics to equal opportunities promotes an environment free from discrimination, bullying, harassment and victimisation. Part of the internal process also ensures that all employees are of the working age, whilst Modern Slavery Act 2015 has been adhered to, ensuring human trafficking and slavery are not taking place within the organisation or their various supply chains.


4. SWOT Analysis

4.1 Strength
Harrods strength has been its undoubted reputation built up since 1849. It has kept that reputation of excellence of service and the provision of quality merchandise, and this has arguably helped pushed their sales through the 2 billion margin in 2018. The Harrods group has considerable financial resources. They also have long term contracts with customers and suppliers, including other industries. For this reason, leaders at Harrods group are confident that they are well positioned to manage all aspect of their risk successfully. Harrods accepts foreign currency in their Knightsbridge store which they retain to settle foreign currency obligations. The company finances its operations through retained earnings, they have no significant external borrowings. All excess balances are placed in deposits to earn higher interest. Strength in the company is supported by employees who work as unit. They have bought into the belief that a culture of trust creates a better organisational performance (Zak 2017).   
In 2017, Harrods gained support from their owners Qatar Investment Authority (QIA) in their quest to evolve the Knightsbridge store. The vision was to extend various aspects of the store, including re-imaging the store to optimise their customers experience, whilst at the same time maintaining their luxury and expertise service. With an estimated 60 million domestic and international connections both on line, and through the Knightsbridge store, and the two UK airports, the company are well aware of their reputation for excellence. The fact that they have dedicated employees with the ability to speak so many different international languages only add to the strength of Harrod. The company emphasises on a regular basis that their employees’ unique personalities, desires and dedication are their strength 

4.2 Weaknesses
Although Harrods has a reputation for luxury and service, and are currently self-sufficient, they face some weaknesses. For example, it is generally perceived that Harrods is an expensive store catering for the rich and famous. There is also the belief that they are one of a few retail establishments still selling real fur. These perceptions have somewhat stalled ordinary individuals from visiting the store 


4.3 Opportunities
Harrods started a massive redevelopment of their Knightsbridge store in 2017. It is estimated that over £200m will be spent on this redevelopment, and likely to continue through to 2020. In addition to this redevelopment, Harrods are exploring the online environment, where they know they can further increase the customer base with their luxury brand. They are aware that there are some luxury brands that cannot be sold online, however, it is a chance to explore and discover for the future. 

4.4 Threats
The retail market is progressively getting bigger. It is true that some well know retailers such as House of Frazer, formally part of Harrods have gone into liquidation. However, the current online companies such as Amazon, who in 2018 was floated at a trillion dollars are increasing grabbing a large share of the retail market. Harrods annual statement (2018) cited under principal risk and uncertainties, three things likely to impact the company. They were:  1) events likely to impact international travel such as, exchanges rates: there is a fear that the company is exposed to foreign exchange risk on oversea purchasing. Terrorism, and natural disaster were also cited. 2) the UK economy as a whole, and the how it may impact retail. 3) recruitment, and the ability to retain staff.




5. Conclusion
[bookmark: _GoBack]A highly positive workplace culture has immense benefits. When the foundations of culture are set in place, it has a powerful impact on any organisation. These foundations can be termed as values. Employees on all levels will learn to understand how powerful a culture ethos can be (Rhodes 2010). This has been a research into Harrods organisation culture, and how it affects the company. Closer examination shows that Harrods have a powerful and effective culture sustained over years of employee engagement. Their rise to such prominence in the luxury retail market defines how important culture can be when set up in the correct way. They have mastered the culture of ‘the way we do things here’ (Fernando 2010) and taken that to a level that has seen their continuous rise. 
Organisations are not run by just planning, organising, giving orders and decisions, the key component is how to develop an organisational identity (Alvesson & Berg 2011), thus creating culture. Workable culture requires good leadership and employees able to recognise company direction. Harrods investment in culture has seen them recognise, celebrate and promote employees who lives the culture. There are still hurdles ahead of the company in their search for total employee engagement, however, for over 162 years they have operated with their ‘Uniquely Harrod’ way.   
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