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Introduction

Organisational culture is a fundamental element that shapes how employees behave, make decisions, and interact within an organisation. According to Mullins and Christy (2016), organisational culture reflects "how things are done around here" and influences management practices, employee motivation, teamwork, and overall organisational performance. In today's highly competitive and globalised business environment, developing a strong organisational culture is essential for achieving long-term success and maintaining a competitive advantage.
Tesco plc, founded in 1919, is one of the largest retail companies in the United Kingdom and operates in several international markets. The company's customer-focused values, commitment to employee development, innovation, and ethical business practices have contributed significantly to its success. This essay critically examines the organisational culture of Tesco plc by applying relevant organisational culture theories and evaluating how its culture influences employee performance, leadership, customer satisfaction, organisational effectiveness, and overall business performance. It also identifies key challenges and provides recommendations for sustaining a positive organisational culture.

Overview for the Tesco Company

Tesco is one of the largest retail companies in the United Kingdom and one of the world’s leading grocery retailers. The company operates supermarkets, convenience stores, and online shopping services, offering food, household goods, clothing, financial services, and other products.

Company Overview
· Founded 1919 by Jack Cohen
· Headquarters Welwyn Garden City, England, United Kingdom
· Industry Retail (grocery and consumer goods)
· Operations Primarily in the UK and Ireland, with additional international activities through selected businesses
· Employees: Hundreds of thousands of employees across its operations
· Business model: Selling a wide range of products through physical stores and digital platforms, supported by loyalty programmes, supply chain networks, and online retail services
History
Tesco began as a market stall selling groceries in London’s East End. It opened its first store in 1929 and expanded rapidly throughout the 20th century. The company grew from a UK supermarket chain into a major international retailer, although it later reduced its overseas presence to focus more strongly on its core UK and Ireland markets.
Main Business Areas
· Grocery retail Supermarkets, Tesco Express convenience stores, and online grocery shopping
· Clubcard loyalty programme A customer rewards and data-driven marketing system
· Financial services Banking and insurance products through Tesco Bank
· Wholesale and supply chain operations Supporting product distribution and retail partnerships
Products and Services
Tesco sells:
· Fresh food and groceries
· Household and personal care products
· Clothing through F&F Clothing
· Electronics and home goods
· Online grocery delivery and click-and-collect services
Mission and Strategy
Tesco’s strategy focuses on:
· Providing customers with quality products at competitive prices
· Improving convenience through digital shopping and delivery services
· Reducing environmental impact through sustainability initiatives
· Strengthening customer loyalty through the Clubcard programme
Market Position
Tesco is a major competitor in the UK grocery market, competing with retailers such as Sainsbury's, Asda, Aldi, and Lidl. It is recognised for its large store network, strong brand presence, and extensive customer base.
Corporate Responsibility
Tesco has commitments related to:
· Reducing carbon emissions
· Cutting food waste
· Promoting responsible sourcing
· Supporting communities and charitable initiatives

Organisational culture of Tesco
 [image: Tesco Organizational Structure - Research-Methodology]
Organisational culture plays an important role in shaping employee behaviour, decision-making processes, and the overall performance of a business. Tesco plc has developed a strong organisational culture that focuses on customers, employees, teamwork, innovation, and social responsibility. As one of the largest retail organisations in the United Kingdom, Tesco operates in a highly competitive environment where maintaining a positive and adaptable culture is essential for long-term success.
Tesco has an organizational culture focused on customers, teamwork, respect, and continuous improvement. Tesco promotes a culture where employees are encouraged to work together, take responsibility, and provide good service to customers.

1. Customer-Centred Culture
Tesco’s culture places customers at the centre of decision-making. Employees are encouraged to understand customer needs, improve shopping experiences, and provide high-quality products and services.

2. Values and Ethics
Tesco emphasizes values such as:
Serving customers well
Treating people with respect
Working together as a team
Acting responsibly toward communities and the environment
These values influence how employees interact with customers, colleagues, suppliers, and stakeholders.

3. Teamwork and Collaboration
Tesco operates through a large workforce across stores, offices, and supply chains. Its culture encourages cooperation between employees and departments to achieve shared goals.

4. Employee Development and Inclusion
Tesco supports employee training, career development, and workplace inclusion. The company aims to create an environment where employees from different backgrounds can contribute and develop their skills.

5. Innovation and Adaptability
Tesco’s culture encourages adapting to changes in retail, including digital shopping, technology, and changing consumer preferences. Employees are encouraged to find new ways to improve efficiency and customer service.

6. Performance-Oriented Culture
Tesco has a strong focus on achieving business objectives, including sales performance, operational efficiency, and customer satisfaction. Employees are expected to meet targets while maintaining company standards.

7. Corporate Social Responsibility
Tesco’s culture includes responsibility toward society and the environment through initiatives related to reducing waste, supporting communities, and promoting sustainable practices.

Overall, Tesco’s organizational culture can be described as a customer-focused, team-oriented, performance-driven, and socially responsible culture that aims to balance business success with employee and community values.




How Organisational Culture Helps Shape Tesco’s Structure and Decision-Making
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Organisational culture has a significant influence on how a company develops its structure, manages employees, and makes important business decisions. According to Mullins and Christy (2016), culture affects organisational processes such as decision-making, work organisation, group behaviour, and management control. In Tesco plc, organisational culture plays an important role in creating a customer-focused structure and supporting effective decision-making across its operations.

Tesco’s organisational structure is designed to support its large-scale retail operations while maintaining clear communication and accountability. As a multinational organisation, Tesco uses a hierarchical structure where senior managers are responsible for strategic decisions, while store managers and team leaders manage daily operations. However, Tesco’s culture encourages employee involvement and teamwork, allowing ideas and feedback from different levels of the organisation to contribute to decision-making. This combination of formal management control and employee participation helps Tesco respond effectively to customer needs and market changes.
The company’s customer-focused culture strongly influences its strategic decisions. Tesco’s value of Every Little Helps” encourages managers and employees to consider customer satisfaction when making operational and strategic choices. For example, decisions regarding store layouts, product availability, pricing strategies, and digital services are influenced by customer feedback and purchasing behaviour. 

Tesco uses customer data, particularly through its Clubcard programme, to understand consumer preferences and make evidence-based decisions.
Organisational culture also affects Tesco’s approach to employee management. The company promotes respect, inclusion, and collaboration among employees, which supports a positive working environment. Managers are encouraged to communicate with colleagues, recognise employee contributions, and support professional development. This culture helps create a structure where employees feel valued and are more willing to contribute ideas that can improve business performance.

Furthermore, Tesco’s culture of innovation influences its decision-making processes. The retail industry is constantly changing due to technological developments and changing customer expectations. Tesco’s commitment to innovation has encouraged decisions involving online shopping, self-service technology, digital payments, and data-driven services. By promoting a culture of continuous improvement, Tesco can adapt its organisational structure and operations to remain competitive.

However, Tesco’s large size and complex structure can also create challenges. With thousands of employees and multiple business functions, decision-making can sometimes become slower due to different levels of approval and communication processes. Maintaining a consistent culture across all stores and departments is also challenging, particularly when managing a diverse workforce.

Overall, Tesco’s organisational culture plays a key role in shaping its organisational structure and decision-making processes. A culture based on customer focus, teamwork, innovation, and employee involvement allows Tesco to coordinate its activities effectively and respond to changing business environments. Although challenges exist due to its size and complexity, Tesco’s cultural values continue to support organisational effectiveness and long-term success.


Relevant Organisational Culture Frameworks and Theories Applied to Tesco plc
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Schein (2017) explains that organisational culture exists at three levels: artefacts, espoused values, and basic underlying assumptions. This model is relevant to Tesco because it demonstrates how visible practices, and deeper beliefs shape the organisation. The first level, 

artefacts, refers to the visible elements of culture that can be observed within an organisation. In Tesco, examples include the design of stores, employee uniforms, customer service practices, and digital platforms such as online shopping services. The company’s slogan “Every Little Helps” is also an important cultural artefact that communicates Tesco’s commitment to customers and service quality. The second level, 

espoused values, represents the principles and beliefs that an organisation promotes. Tesco’s values focus on serving customers, respecting colleagues, working together, and acting responsibly. These values influence employee behaviour by encouraging teamwork, inclusion, and commitment to providing a positive customer experience. The third level, basic underlying assumptions, refers to the deeply held beliefs that influence everyday decisions. Within Tesco, there is an underlying belief that customer satisfaction, innovation, and continuous improvement are essential for maintaining competitiveness. These assumptions guide strategic decisions, such as investment in digital technology and improvements to customer services.

Hendy’s Four Types of Organisational Culture Model
Handy (1999) identifies four types of organisational culture: power culture, role culture, task culture, and person culture. Tesco’s organisational culture can mainly be associated with role culture and task culture.
Tesco demonstrates characteristics of a role culture because it has a clear organisational structure with defined responsibilities and procedures. As a large retailer, Tesco requires effective coordination between different departments, including store operations, supply chain management, marketing, finance, and human resources. Rules, policies, and management systems help maintain consistency across thousands of employees and locations.
At the same time, Tesco also reflects aspects of a task culture, where teamwork and problem-solving are important. Tesco uses teams to manage projects such as digital transformation, sustainability initiatives, and improving customer services. Employees from different areas collaborate to achieve specific organisational goals.

Overall, Schein’s model helps explain the different layers of Tesco’s culture, while Hendy’s model highlights how Tesco’s structure supports coordination and teamwork. These theories demonstrate that Tesco’s organisational culture is based on customer focus, clear management systems, employee collaboration, and continuous improvement, all of which contribute to its ability to remain competitive in the retail sector.








Organisational Culture and Adaptation to the External Environment of Tesco plc
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Organisational culture plays an important role in helping companies respond to changes in their external environment. According to Mullins and Christy (2016), culture influences how organisations make decisions, manage people, and adapt to changing circumstances. For Tesco plc, a strong and adaptable organisational culture has supported its ability to respond to changes in customer expectations, technological developments, economic pressures, and increasing competition within the retail industry.

One of the main ways Tesco adapts to the external environment is through its customer-focused culture. The retail sector is highly influenced by changing consumer preferences, and Tesco uses customer feedback and market information to improve its products and services. The company’s value of “Every Little Helps” encourages employees and managers to focus on delivering convenience, quality, and value for customers. This culture supports decisions such as expanding online shopping services, improving home delivery options, and developing personalised customer experiences.

Technology is another major external factor affecting the retail industry. Tesco has developed an innovative culture that enables it to respond to digital transformation. The organisation has invested in online retail platforms, mobile applications, self-service technology, and data analysis systems. For example, the Tesco Clubcard programme allows the company to collect and analyse customer purchasing information, helping managers make informed decisions about pricing, promotions, and product availability. This demonstrates how Tesco’s culture of innovation supports adaptation to technological changes.

Tesco’s organisational culture also helps the company respond to increasing competition from other supermarkets such as Aldi and Lidl. A culture focused on efficiency, cost control, and customer value allows Tesco to adjust its strategies according to market conditions. The company continuously reviews its operations, supply chain management, and pricing strategies to remain competitive. Employees are encouraged to contribute ideas and improve processes, supporting organisational flexibility.

In addition, Tesco has adapted its culture to address growing expectations regarding sustainability and social responsibility. Environmental concerns have become an important part of the external business environment. Tesco has developed initiatives related to reducing food waste, lowering carbon emissions, improving packaging, and supporting local communities. These actions reflect a cultural shift towards responsible business practices and help improve Tesco’s reputation among customers and stakeholders.

However, adapting to external changes also creates challenges. Tesco operates in a complex and rapidly changing environment, where economic pressures, inflation, labour issues, and changing consumer behaviour require continuous adjustment. Maintaining a consistent organisational culture across a large workforce can be difficult, particularly when implementing major changes.
Overall, Tesco’s organisational culture provides a foundation for adapting to external environmental pressures. Its focus on customers, innovation, sustainability, and employee involvement enables the company to respond effectively to market changes. By maintaining a flexible and forward-looking culture, Tesco can continue to compete successfully in the evolving retail industry.

Organisational Culture and Effective Functioning of Tesco plc and Matrix

Organisational culture is an important factor that determines how effectively a company operates and achieves its objectives. It influences employee behaviour, communication, leadership style, decision-making, and the ability of an organisation to respond to changes. In Tesco plc, a strong organisational culture based on customer focus, teamwork, innovation, and responsibility supports effective business functioning. The following matrix demonstrates how different elements of Tesco’s organisational culture contribute to its operational effectiveness and long-term success.
 
		Matrix Area
	Internal Factors (Within Tesco)
	External Factors (Outside Tesco)
	Impact on Tesco’s Effectiveness




	

		Leadership and Decision-Making
	Divisional managers have authority to make operational decisions while following Tesco’s overall strategy and values.
	Competition from companies such as supermarkets, online retailers, and discount retailers requires faster decisions.
	Improves flexibility, accountability, and the ability to compete effectively.




		Customer Focus Culture
	Employees are encouraged to understand customer needs through feedback systems, loyalty programmes, and service standards.
	Customers increasingly demand convenience, online shopping, sustainability, and value for money.
	Helps Tesco maintain customer loyalty and improve satisfaction.




		Communication and Coordination
	Tesco uses internal communication systems, meetings, and digital platforms to connect different departments and divisions.
	Changes in technology and consumer behaviour require effective information sharing.
	Supports teamwork and reduces delays in decision-making and operations.




		Innovation and Technology
	Investment in online shopping, self-service technology, data analytics, and supply chain systems improves internal efficiency.
	Growth of e-commerce, artificial intelligence, and digital competitors influences Tesco’s strategy.
	Enables Tesco to improve productivity and remain competitive.




		Human Resource Management
	Tesco promotes teamwork, employee development, training, and a culture of responsibility among staff.
	Labour market changes, employee expectations, and employment regulations affect workforce management.
	Creates motivated employees and improves service quality.




		Supply Chain Management
	Tesco’s divisions coordinate with suppliers, distribution centres, and stores to manage stock efficiently.
	Global supply issues, inflation, and environmental pressures affect supply chains.
	Helps Tesco maintain product availability and control costs.




		Sustainability and Corporate Responsibility
	Tesco encourages responsible sourcing, waste reduction, and environmental initiatives within its operations.
	Customers, governments, and stakeholders expect businesses to operate sustainably.
	Strengthens Tesco’s reputation and supports long-term business success.




		Performance Management
	Each division has targets, budgets, and performance measures linked to Tesco’s overall objectives.
	Economic conditions, competitor performance, and market trends influence business results.
	Ensures divisions remain accountable and aligned with corporate goals.




	










Evaluation of the Impact of Organizational Culture on Organizational Performance [image: Tesco Competitive Landscape 2025: 7 Rival Forces – Pestel-analysis.com]

Organizational culture plays a significant role in determining how effectively a company achieves its objectives. It influences employees' attitudes, behaviour, motivation, and overall performance. Tesco, one of the largest retail companies in the United Kingdom, has developed a customer-focused and collaborative organizational culture that has contributed to its business success.
Tesco's organizational culture is centred on customer satisfaction, teamwork, respect, and continuous improvement. The company encourages employees to work together, communicate openly, and provide excellent customer service. This culture creates a positive working environment where employees understand the company's goals and are motivated to contribute to achieving them. As a result, Tesco has built a strong reputation for customer service and operational efficiency.
A positive organizational culture has improved Tesco's organizational performance in several ways. Firstly, employee engagement is enhanced because staff members receive training, development opportunities, and recognition for their achievements. Motivated employees tend to provide better customer service, leading to higher customer satisfaction and increased customer loyalty. Secondly, Tesco's emphasis on teamwork improves coordination between departments, enabling the company to manage its large retail operations efficiently and respond quickly to customer needs.
Tesco's culture of innovation and continuous improvement also supports organizational performance. The company invests in technology such as self-checkout systems, online grocery shopping, and digital loyalty programmes. Employees are encouraged to adapt to change and suggest improvements, helping Tesco remain competitive in the rapidly changing retail market. This ability to innovate has strengthened Tesco's market position and improved operational efficiency.
However, Tesco's organizational culture has also faced challenges. During periods of financial difficulties and accounting controversies, the company's reputation was affected, reducing stakeholder trust. These events demonstrated that maintaining an ethical culture is as important as focusing on performance and customer service. Tesco responded by strengthening its corporate governance, increasing transparency, and reinforcing ethical standards throughout the organization. These actions helped rebuild confidence among employees, customers, and investors.
Overall, Tesco demonstrates that a strong organizational culture can positively influence organizational performance. Its focus on customer satisfaction, employee development, teamwork, innovation, and continuous improvement has contributed to higher productivity, customer loyalty, and long-term business success. Although the company has experienced challenges, its commitment to improving its organizational culture has enabled it to recover and maintain its position as one of the leading retailers in the UK. Therefore, organizational culture remains a key factor in Tesco's sustainable performance and competitive advantage.
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Conclusion

In conclusion, Tesco demonstrates that a strong organizational culture is essential for achieving high organizational performance and maintaining a competitive advantage in the retail industry. The company's culture, which emphasizes customer satisfaction, teamwork, employee development, innovation, and ethical business practices, has contributed to improved productivity, employee motivation, and customer loyalty. These cultural values have enabled Tesco to adapt to changing market conditions, introduce new technologies, and meet the evolving needs of customers. Although Tesco has faced challenges, including financial and reputational issues, the company has taken steps to strengthen its corporate governance and reinforce an ethical workplace culture. As a result, Tesco has been able to recover and continue as one of the leading retailers in the UK. Overall, Tesco's experience shows that a positive organizational culture supports long-term business success by improving employee performance, enhancing customer satisfaction, and helping the organization achieve its strategic objectives.
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