

Understanding Workplace Culture



Executive Summary 
Being an international, global banking organisation for over 150 years HSBC has seen economy, government and policies change in many ways. From small branches to business centres around the world and employing over 300,000 people. Whilst conduct, values and culture are eminently important for financial stability and growth, passing our culture to employees to practice the same intentions is vital. 
Diversity brings benefits to many sources and people throughout the world. HSBC want a connection within the workforce that reflects the communities and customers from all walks of life. Different ideas and perspectives help innovation, manage risk, and progress the business in a sustainable, digital way.
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Introduction
This report has been requested by Julie Thomas on the 1st April 2021. 
Nicola Bennett from University of Wales Trinity St. David’s (UWTSD) has complied this report to analyse HSBC Group on their workplace culture, in a detailed understanding of their employees, the organisations culture, values and principles.
This report displays the analytical context of The Cultural web and a PESTLE tool establishing positive cultural elements, a navigation through the current pandemic (Covid-19). An analysis of the organisations ethical and unethical behaviours toward employees and HSBC policies using theorist and resources via media, articles and books. 
The purpose of the report is to utilise the changes of the workplace structure, how it has affected employees and the business and what HSBC can do to approach and rectify areas of inattention. 














1.0 Main Findings 
1.1 HSBC Background 
HSBC’s business purpose is to open up the banking world to use unique and perceptible opportunities to bring people together. 
Their Global financial business serves more than 40 million customers, which range from individual savers, investors and some of the world’s biggest companies and governments. Since 1865, HSBC have been building on a future which prioritises resilience, social mobility and the environment alongside economic growth, they work alongside many stakeholders, charities, community groups, employees, governments, non-governmental institutions and policymakers (HSBC Group, 2021i). 
They are dedicated to building a diverse, inclusive and connected workforce where everyone feels a sense of belonging. This diversity makes great business sense, pressing forward to better serve the communities in which they operate and to be creative, generating new ideas, bringing different people and cultures together. Diversity and inclusion are part of who they are, they claim, it is vital to building a successful business (HSBC Group, 2021g).










1.2 Organisational Culture
Shein (2016) defines organisational culture as having many elements and demonstrates the rules of behaviour due to people having different biases and assumptions. The language and interaction that is used amongst managers and employees and how it becomes traditional behaviour is conveyed to customers, stakeholders internally and with other outsiders (Shein, 2016). 
The organisation culture celebrates key events that reflect importance to their beliefs and values, believing employees should be well trained to understand and believe in the organisations purpose of habits and shared values and perceptions of socialisation that are fair and equal.  Assuming, organisations that have existed decades, emotions and values demonstrate structured stability. 
Handy (2007) says that organisations are not objects, they are microsocieties and those who lead them have to understand the needs and motivations of the people in them (Shein, 2016; Handy, 2007).






2.0 PESTLE

According to Perera (2017), a PESTLE analysis is a tool used for business evaluation purposes. The model takes into account key factors for the external environment of a business, which are directly and indirectly affecting business performances (Perera, 2017, pp.2-16).

Del Marmol (2015) reveal that the purpose for using the PESTLE tool, is to provide managers with a greater outlook on the external environment. Analysing many strategies that form opportunities or threats can be hindered if the tool is used to its advantage.  HSBC (2021) and its forever changing environment is characterised by its diversity, opportunities and interest for the future (Del Marmol, 2015).

Political Factors when laws and regulations change, regardless if HSBC disagree or not, they have to legally abide by the government change and adapt all procedures accordingly. These significant areas include, foreign trade, exchange trade, monetary and fiscal policies and are highly significant with all which have impact on payment benefits (HSBC Group, 2021). 

Economic Factors have a great impact with the bank, for example due to the financial crisis’, UK hit a recession in 2005 and caused HSBC to change its business needs. HSBC (2021), being aware of its surroundings and the effects it can have is vital for business needs, employees and branch customers, age related factors, income levels and disposable incomes, customer attitudes and unemployment.

Social Factors have a great impact on business success, a company need to have social awareness, communication skills that can relate to everyone, their cultures, religious values and beliefs sustainability and high ethical factors to maintain success as well as the health and well-being of each employee (HSBC, 2021).
Technology Factors are highly relevant and always evolving, meaning companies have to evolve with them to maintain professional and current. HSBC have become digital within their business so, keeping up to date can be expensive, time consuming and confusing to employees and customers, but as technology is now crucial HSBC are unable to survive without it (HSBC, 2021).

Legal Factors are acts of law, regulations, rules, principles and guidelines that are to be followed religiously throughout the banking industry. Abiding by legal structure, promotes the concept of honest, ethical and sustainability to the business (HSBC, 2021).
Ecological Factors are a major importance to HSBC due to increasing pressures of global warming, pollution, carbon footprint and eco-friendliness. On October 2020, Taylor (2020) reported that HSBC have set out their ambitions to reduce emissions net zero by 2030, emphasising on how reducing the emissions will support customers on their own transition (Taylor 2020; Pereri, 2017, pp.2-16; HSBC Group, 2021f).
The most important factors that affect HSBC (2021) going forward will be Economic and Technological factors.
Covid-19 pandemic has made drastic changes to the economical positions in the banking industry, according to Yahoo Finance UK (2020) stock and global markets are currently out of control, due to Covid-19 and Brexit. The European lenders were among the worst performing sectors whilst, economies have reversed and forced governments to shut down businesses for months, leaving the economy financially dwindling (Yahoo Finance UK, 2020). Post offices are now taking on the lead for depositing and withdrawing cash due to branches in local areas closing, and employees made redundant, leaving customer’s a place to visit for their basic financial needs (HSBC Group, 2021h). 
According to Forbes (2020), traditional institutions are not equipped to adapt to the rapidly changing technology. Banks are now offering customers enhanced services of banking and expertise, collaborating in the innovative way of digital services, employees are to be trained and upskilled whilst, customers will have faster transactions and stronger security (Forbes, 2020). 
Zachariadis (2019) explains, customers increasingly use digital channels, to manage their finances, the technology has potential to offer speed and convenience, including high security, risk management and excellent customer service (Zachariadis, 2019).

3.0 The Cultural Web 
The culture web discloses the physical and symbolical demeanours of an organisation. It can be used to understand culture in all the frames discussed and is often used to assume the functions of the web (Johnson et al., 2009). 
Stories: Cultural Stories begin when word is spread by internal and external sources, using social media, newspaper articles sharing stories about any negative deeds, an example shows Peachy (2021) exposing the closure of 82 HSBC branches and 35,000 redundancies, stating it was on the cards before the pandemic began. HSBC (2021) claim that their decision to close were due to the pandemic, they had no choice but to move forward with digital banking, being truthful may have resolved the spread of such sources (Peachy, 2021; HSBC Group, 2021b). 
Rituals and routines- Provides customers and employees with what they are expecting regarding management, services, experiences and seeking professional behaviour, wondering how HSBC will fix issues along the way. Johnson et al. (1998) suggested that trying to identify issues can be difficult, but if managers listen and observe in what stakeholders and outsiders say and do, may bring light on matters that are out of line with culture (Johnson et al., 1998).
Symbols- HSBC (2018) have symbolised for many years their tradition and background culture. With offices tarnished with red and white modern spaces and particular attire throughout the organisation, portrays professionalism and considers appropriate to the business situation, in some cases accounts will be taken of religious and cultural norms reported by HSBC Employee Handbook (2018, p.35).





Control Systems – Finance is highly controlled within HSBC. This includes the bonus operations, how and why it is calculated, employee engagement and rewards systems, making goals much more difficult for employees to reach. Since Covid-19 pandemic, targets have been lowered and different strategies have been put into place for with bonus removed and jobs being left unsecure (Indeed, 2021a). 
 Power Structures-. HSBC have many boarders of their committee to uphold and lead the organisations strategies. According to HSBC (2021) their board aims for a culture of openness and debate by promoting long term success, taking responsibility and being accountable by unhesitating to make things happen (HSBC Group, 2021). MindTools (2021) state, the key to success and power are senior leaders, they have great influence over all operations, direction and decisions (MindTools, 2021)
Organisational Structures- HSBC (2021) have many hierarchical layers of management and leaders that influence the organisations culture. The organisation uses formal procedures and rules to keep specific structures in place. According to Sandermoen (2017), structures are a very rare result of systematic planning, it evolves over years of consistency and shaped by politics rather than policies (Sandermoen, 2017).
With HSBC maintaining formality with rules, regulations and procedures, employees have seen a relaxed and informal approach to everyday discussions and way of working in general, due to extreme measures of working from home due to Covid- 19 pandemic. 
Tucker (2020) claims informal engagement has been progressively active with employees since the start and in line with the requirements of, 2018 UK Corporate Governance Code in relation to workforce engagement. Despite employee restrictions, most non-executive directors engaged directly with members of the workforce across our global business lines, and through our employee resource groups (Tucker, 2020). 





4.0 Elements of Cultural Success
4.1 Prior to the Pandemic 
Before the pandemic, HSBC had office space created for social gatherings and meetings, using open and activity- based canteens, free refreshments, sports room, gaming rooms and quiet rooms. These were prepared for employees to relax and entertain during break times at work (HSBC Group, 2021).
Maintaining team-work and innovative challenges every month saw employees and managers getting together for work inspired events that are educational and valuable to special occasions. Applying personal achievements to the workplace, such as, charity events and fundraisers has helped to achieve recognition and friendships, with a sense of doing something worthwhile and making a difference (HSBC Group, 2021). 
These activities were very important to HSBC culture as managers aim to keep employees enthusiastic, inspired and motivated. Collaborating efficiently in unison, demonstrated professional formalities as banking associates but also promotes efficient individuality aims and incitement throughout (HSBC Group, 2021).
‘Efficiency is held to be the relationship between output in terms of goods, services and other results, and the resources used to produce them’
(Hauswirth, 2007, p.11).









4.2 During the Pandemic 
Since working from home March 2020, despite home schooling, caring for family members and or isolating alone, life has become extremely different. 
To motivate employees, HSBC (2021) put in place some wonderful, innocent and creative ways to stay in direct communication with the business amendments and their progression to uplift the workers, boost morale and to maintain performances on a monthly and quarterly basis (HSBC Group, 2021).
BI Worldwide, (2015), illustrates employee’s own website, using virtual access such as You Tube, family quizzes and Instagram to communicate and entertain.
They display innovative sports updates for localised areas and couch discussions on certain topics to cojoin employees with similar interest.  Indeed (2021) reveal statistics, demonstrating the change in culture of working from home and how efficient the work and pace of the virtual:
· Flexible working hours to suit childcare
· Having time to fit into monthly activities
· Less time spent in meetings 
· Online training and meetings
· Remote team sessions, fun and educational
· Environmentally friendly  
· Saving money from commuting (BI Worldwide (2015).









4.3 Business Ethics 
Morrison (2015) explains that, ethics are views, about right and wrong, which affect the lives of employees every day. Business ethics has become an important area of development over years which focuses on social culture values, beliefs, legal and political forces. 
The society we live in, employees not only focus on job security and money alone any longer, it’s about organisations, promoting happiness and well-being and demonstrating improvements to standards in the workplace such as:
· Good income 
· Prospect of a meaningful life
· Meaningful relationships
· A healthy and natural environment
· Flexibility for work/life balance
· Diversity (Morrison, 2015, p.3).
Twin (2021) defines business ethics as the study of appropriate business policies and practices between consumers and corporations, with subjects that include:
· Bribery
· Discrimination 
· Corporate social responsibility
· Corporate governance 
· Insider trading
HSBC (2021) state their business ethics are intended to implement a basic level of trust and assurance between organisations and their employees to form and sustain fairness and equality. Twin (2021) claims that, in recent times business ethics have evolved to the point where it has gone beyond a moral code of right and wrong, but reconciliations of what is legal or pushing the lines of illegality to maintain competitive advantages with other businesses (Twin, 2021; HSBC Group 2021g).


4.4 Corporate Social Responsibility
Servier International (2019) explains that corporate social responsibility (CSR) is in place for companies to be complaint with the application of various laws and regulations, global warming, global population and all environmental issues.
Having these challenges requires all organisations to commit to have a sustainable approach and economic progression so it is beneficial for everyone (Servier International, 2019).
 Organisations will need to make sure all employees and visitors are safe to work or carry out tasks when they are in their buildings and that the regulations are up to date and checked frequently. Contributing to be economically efficient, socially equitable and environmentally sustainable (Servier International, 2019).
HSBC report on the steps they take and have taken in previous years to safeguard modern slavery and human trafficking, which came into effect on their website in 2015. HSBC (2021a) state that modern slavery does not and will not take place in its own operations, supply chains, or via their lending or project financing. Furthermore, HSBC (2021e) work with the wider financial community, law enforcement agencies, governments and civil society, to act against modern slavery and human trafficking following the policies and procedures that are applied and under the provisions of the UK Modern Slavery Act 2015 (the ‘Act’) along with guidelines from the UK Home Office 2015.
Coleman (2019) reports that customers are concerned more now, than ever before regarding which companies they buy from. Employees are always looking out for what companies they want to work for regarding standards of CSR, stating that businesses should be paying much more attention to it. Coleman (2019) revealed that only 16% of business leaders claim that CSR is one of their top three concerns and how businesses define “what doing good” is. Reality is that employees want to work with companies that take care of them and making positive impacts to the world (Coleman, 2019, page unknow).
However, the culture of HSBC sets policies in a code of conduct for employees to behave in an ethical manner and to abide by contracts presented once they are hired, therefore, HSBC have broken rules and regulations of their own, one reported by Arnold (2018) that HSBC Mexico had laundered £881 million for the Cartels in 2018. Chief executive Stuart Gulliver at the time had taken charge and cost the bank £1.9 billion pounds in fines, this also led to restrictions from other companies working with HSBC and major criticism from politicians, but they had bailed out the company anyway (Arnold, 2018).
HSBC (2021) views modern slavery and human trafficking as unspeakable examples of human rights abuses and considers them very seriously in approach to wider human rights issues. They apply all policies to each employee, the environment, local economy and communities, raising awareness to human rights, adopting good practices through their own business conduct (HSBC Group, 2021).  Another major complaint regarding HSBC in 2019 was a Junior employee complained about a senior executive that had been sexually harassing her in a New York restaurant (Spezzati, 2019).
As a whole, HSBC has clambered through the scandals and bad press and are trying to improve their standards by supporting colleagues, employees and the environment, many communities and staff within their regions and beyond, regaining consumer and supplier’s trust is their only way to maintaining successful business globally.









4.5 Mental Health
Researching HSBC’s website shows how much they are trying to focus on positive ways to move forward from the scandals and regain trust and support from employees and customers, this includes health and wellbeing, especially since the start of Covid-19 pandemic (HSBC Group, 2021d). 
HSBC (2021) support mental health and money concerns and have a specific page on their website advising what you can do to help your situation.
Externally they promote Samaritans, Mind, Rethink and Anxiety UK for anyone who needs support. Internally HSBC (2021) use Open line for employees and management who are in need of mental support and guidance with work or personal stress, anxiety, bereavement. In 2019, Stuart (2019) helped to launch an ‘Speak your mind’ educational programme for employees worldwide as part of their health and wellbeing commitment which can help employees spot signs of poor mental health in their colleagues or themselves, they feel it is appropriate for colleagues to be more open and confident talking about their problems or just understanding one another, which can encourage employees and managers to seek the help they deserve (Stuart, 2019).












4.6 Organisation and Employee Values 
HSBC (2021) claim their values support differences in regard to, experience, strength, attributes, how we work and using their own voices. They believe in having great empathy and diversity in the in the world of working, as listening and offering opportunities help to deliver support and trust. Using all these structures, HSBC believe they can succeed together, hold themselves accountable and get the jobs that are important done efficiently.
HSBC (2021c) offer a range of opportunities for students and graduates. They offer apprentice internships, work experience and graduate programmes. Regardless what line of work or education a candidate has come from, their principal accountabilities need to be aligned with HSBC, they are:
· Act as a brand ambassador 
· Articulate
· Engage in customer services confidently
· Proactively drive referrals to both Premier and wealth colleagues
· Understand all financial legal requirements and needs of the bank
· Demonstrate comprehensive knowledge of all service and products
· Be proactive in building and developing customer base
· Understand and continue to develop knowledge on code of conduct, operational risks, legal and regulatory requirements 
· Treat customers and employees fairly
· Have innovation and collaboration to work solely or within a team
· To be honest, loyal and fair
·  To put the customer in the heart of all that is to be done (HSBC Group, 2021).
However, current members of staff in 2021 feel differently now compared to when they started their role in the bank a few years ago. Indeed (2021) brings to light some feedback with one saying that people pride themselves in the political nature of the company, its does not demonstrate positive behaviour and that leadership is weak and not to be trusted. Another claims that the culture is toxic and a cut-throat environment with no trust element and stability from management (Indeed, 2021b).

5.0 Conclusion
Reflecting on the extensive research into HSBC Group and bringing all theories and tools together, provides enough evidence to clarify the workplace cultures that are promoted by the organisation and in the reality of employee feedback.
HSBC website promotes culture and values which elevates competition and recognition as the world’s leading ‘digital bank’. HSBC have made rational changes that have come at a price for employees globally, with most representatives working from home, to 35,000 being made redundant and others struggling to maintain a home, work life balance (HSBC Group, 2021).
HSBC hold in place external and internal support sites for mental health and financial concerns. They seem to promote publicly that they are behind the economy and their employees to an extent, but it deems that employees need to ask or find the support themselves, rather than management asking and virtually meeting with employees to seek if help is required (HSBC Group, 2021).
This structure shows major implications such as, mental health and financial worries and with the economy under pressure, jobs are hard to come by due to the economy radically plummeting. 
Feedback from current and ex employee’s show disregard and sadness that HSBC could be a great place to work if management listened and cared a little more about their team and about individual employees. If HSBC had given the tools that managers need to work from home and communicate with their employees about work or personal life. Unfortunately, it has not been utilised to its full potential, leaving the culture and values of HSBC lapse (HSBC Group, 2021).






6.0 Recommendations
There would be five recommendations within this organisation.
The first being, regular meetings with teams and individuals every week or at least fortnightly, this can indicate any signposts of mental health deteriorating or signs of stress that can be identified sooner. All employees should have quick access to a trained member of staff or professional counsellor to deal with mental health, which employees can be contacted as soon as possible to deal with their concerns. 
The second would be a childcare scheme or allowances for parents who work full time. Childcare is still available during the pandemic and HSBC could help parents financially to place children in childcare if they preferred, meaning working from home and maintaining professionalism with limited distractions. 
Whilst working from home, distractions were inevitable. Providing employees with blue tooth headsets would have been ample, rather than a basic wired head set which meant employees were unable to move from their desk area. Having the ability to wear their headset around the home meant further flexibility in their daily tasks.
Incentives have faded over the last three years at HSBC. Generating new rewards to motivate and uplift the employees, such as, vouchers, gifts or simply bringing the bonus scheme back for this difficult period would have been reasonable. Birthday gifts and celebrations took place in the work-place office, but they stopped whilst employees were at home, this should continue virtually and still maintain a gift or card being sent to their home. Having these personal gestures between employees and management would have projected encouragement to all.
Lastly, employees feel that management are not available to communicate with when needed, especially when complaints or circumstances required hierarchy permission to continue with customer enquiries. Having a rotation of management on call, to answer enquiries and communicate with, would suffice. If finding that impossible, employees should be given more control of refunds, investigations or complaints going forward.
Being far apart from one another will have a strain on work relationships naturally, but observing the cultural openness and communicative strategies will help to maintain collaboration within teams and self-motivation for the individual. With small changes, employees will feel motivated, supported and appreciated by their company and their management to continue to work professionally. 
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