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Executive Summary

[bookmark: _Toc80919356]This assignment focuses on critical thinking in organisation and by how different beliefs, attitudes and values are critical assessed and in the time of the pandemic which theories and models were best to use to maintain a good beliefs, attitudes and values in the organisation, these management theories help the management body to handle the company in the way that satisfies the customers in the most respectful manner.



















Introduction
[bookmark: _Toc80860275][bookmark: _Toc80919357]1.0 Introduction of the Organisation

This report will be based on developing workplace critical thinking within Swissport where I was previously employed. Moreover, taking Covid-19 in consideration and it impact. In addition, it will demonstrate how organisational beliefs, attitudes and value systems affect a workplace behaviour. Swissport Aviation is an aviation company that provides ground service at airports and cargo handling services. The main base of the company is in Switzerland and it was started in 1996 by an international group of investors. The company handles over 300 million of passengers and 5 million tonnes of cargo yearly on behalf of roughly 850 client-companies and, it supplies jobs worldwide in 50 countries with over 300 locations (Swissport,2012). Swissport Aviation has been handling companies in airports and it was affected tremendously in the pandemic with travel being banned from countries to countries causing businesses to lose income and employees to lose their jobs, livelihood, and fear for their lives.

[bookmark: _Toc80645000][bookmark: _Toc80860276][bookmark: _Toc80919358]1.1 Importance of Critical Thinking in the Organisation

 In every workplace critical thinking is involved. Organisations use context and change which are beliefs, attitudes, values and emotions to show how one should conduct himself in an acceptable manner according to what they classify as workplace behaviour. These are examples of how an individual feels, measure their worth, applies and expresses beliefs and values in the workplace (Erstad, W. 2018). When management theories are used in an organisation, it evaluates and show how beliefs, attitudes and value systems are different. Some of these theories can be Taylor Scientific, Human relation, JIT, Elton Mayo etc. In this report, four of these theories will be used and the ways in which they work in an organisation. By using the critical thinking method, it allows me to show how Red Model and Alfaro Lefevre etc works in variety of skills. Therefore, the report will be justified based on the organisation’s present COVID-19 situation in terms of the beliefs, attitudes and values system and the way it can help to overcome challenges and benefit the organisation in the future.

[bookmark: _Toc80645001][bookmark: _Toc80860277][bookmark: _Toc80919359]2.0 The difference between Beliefs, Attitudes and Values in the Organisation

[bookmark: _Hlk80863747][bookmark: _Toc80645002][bookmark: _Toc80860278]The definition of belief is “something that is accepted, considered to be true, or held as an opinion: something believed. The definition of attitude regarding a context within a workplace is “a mental position with regards to a fact or state. Values is when one may have on something or someone are simply the “relative worth, utility, or importance (Kumar, M. 2018). Swissport cargo services Israel states that the Swissport Aviation company believes in putting the needs of all customers before the needs of the company. Swissport Aviation believes in customer-oriented business to a great deal and desire first class services from their workers on all levels of the company structure and in all areas that the company resides. The attitude they seemingly demonstrate at Swissport Aviation is one of great care for the customers and the company. Swissport cargo services Israel states that all workers are expected to carry out the company’s corporate values because the culture and heritage of the company is embedded in its workers’ attitude to their customers. According to Swissport cargo services Israel, they have three main values that are to be always upheld: (1) All individuals at Swissport must show the utmost respect towards each other by working ardently and passionately without compromising the health and safety of others around them. (2) The employees at Swissport Aviation do their jobs effectively without any unprofessional manner but they still manage to be creative with their tasks and explore new options. (3) The Swissport company must always provide excellent services to its customer regardless of the time or place (Merriam-Webster, 2014.


[bookmark: _Toc80919360]2.1 Discuss and Analysing the different between the Company Beliefs, Attitudes and Value

A company always find values, attitude and values to be important and they always know how to distinguish among the three so that there is a clear understanding. The difference between the aviation company’s beliefs, attitude and values is that with their beliefs, they find themselves working throughout the day while thinking and accepting that they will and must take care of any customer that the company has or had. The attitude that they demonstrate shows that they accept their beliefs and respect each other as employees. The values they possess reinforce and adds to the beliefs and attitude while focusing more on how workers interact with their task and the other employees around them and ensuring that they always provided the best that the company has to offer (Perumal, W. 2016).

[bookmark: _Toc80645003][bookmark: _Toc80860279][bookmark: _Toc80919361]3.0 Critically assess their own beliefs, attitudes and value systems and their impact on workplace behaviour during this pandemic.

The beliefs, attitudes and value systems of Swissport Aviation Company was stated above and now I will evaluate the impact of those beliefs, attitudes, and value systems on workplace behaviour during the covid-19 pandemic. As stated before the Swissport company believes that the customers of the company must come first then the company after. Regarding the Covid-19 pandemic this may be better than bad because the customers of Swissport Aviation will most likely keep supporting the company even though the pandemic is affecting the business more negatively than it is positively. The customers of Swissport Aviation would be treated with the best service the company has or had in the pass if the beliefs are true and majority of people like to return to or support things of excellent quality. The downside of the company’s belief is that the aviation company might just pay a little too much attention to the customers and problems might arise trying to satisfy all customers’ needs during a time where most businesses are losing profit. As it relates to the attitude of Swissport Aviation, I see similar impact from their beliefs happening with their attitude. Additionally, since they have a good attitude towards caring for the company, they will see that they follow new protocols set for the company to deal with the pandemic and ensure that the risk of individuals getting affected by the Covid-19 virus is at a minimal. Negative impact of the Swissport aviation company’s attitude on the workplace cannot be seen. Lastly, as it relates to the values of the Swissport Aviation company, there might be people working for the company who believe the pandemic is artificial and many other conspiracy theories that are in the public but because of the aviation company’s values, the employees should respect each other and the company and come to an agreement where everybody is happy and the health and safety guidelines or protocols of the company are not breeched. Despite the pandemic the workers of the aviation company are expected to still carry out their jobs effectively and on time. This means the company should still run with suitable results still being obtained and the workers can be creative in doing so (Vella, H. 2021).

[bookmark: _Toc80645004][bookmark: _Toc80860280][bookmark: _Toc80919362]4.0 Elton Mayo theory critical assessment

According to the Hawthorne Effect productivity in a workplace is mainly driven by social and relational sources instead of financial and environmental situations. In other words, an employee productivity level increases when management makes the employee feels good as an individual by encouraging positive social bonds. The employee being empowered, given positive treatment and getting different options to participate in activities with other employees can build a sense of family which then increase the level of productivity. It can be simplified to say that, upon observations and listening to employees, management can critically analyse what an employee needs to satisfy a customer’s needs so that they can provide the mental and physical support which will in turn maximise on employees’ level of productivity by treating each individual as his own then treat the employee base with a level of respect that can uphold the value and beliefs that a human should possess rather than  treating the employees like parts in a machine that can be tossed or changed if there is a slight lack in performance. This theory can be observed in the bases of Swissport Aviation because the company managers do not lack humanitarian values. They possess values, beliefs and attitudes, as mentioned above, that are basically in favour of the people, mainly the customers. There can also be a point to note that when management treat employees in accordance with Elton Mayo’s theory, these said employees tend to provide excellent customer service which in turn pleases the customers to create a bond of loyalty. This theory is greatly appreciated in the current state of the world with the covid-19 pandemic because there are multiple setbacks in the economy that affects the company and the customers however, the company’s management has provided the employees with the necessary tools to ensure that they provide world class customer service that in turn increases productivity. An important point to note, Elton Mayo’s theory of human relations allow management to employ critical thinking in the workplace to ensure that productivity and customer loyalty does not depreciate in the economic disaster that the pandemic created (Bruce, F. 2022).

[bookmark: _Toc80860281][bookmark: _Toc80919363]4.1 Scanlon Human Relation Approach

The Scanlon plan and Equity Theory is the window to equality in the workplace. In this case, it can be said that everyone has a say in how the business runs and everyone benefits from the positive feedback. This plan is a guide to providing a fair incentive layout for both staff and management which will boost productivity and, it is measured by the bonus ratio which can be defined as the payroll cost for production. This theory gives employees an opportunity to let their voices be heard by providing necessary suggestions and help in the company’s decision-making process which will create transparency in the company so that the goals of the employees and management are common for them to work together to achieve those goals. This will in turn provide incentive plans so that employees can earn bonuses depending on the cost below the present ratios. Swissport Aviation listens to their employees because they are the ones to interact with the customers the most so they are most likely the ones who have the ideas of what the needs of the customers are. A great example of such a benefit is the overtime that was offered at the company to each employee and in an unlimited aspect. After observations and listening to the employees’ contributions, the management designed incentive plans in the workplace as a benefit for all. These benefits were affected by the impact of the corona virus due to less people travelling and less cargo going in and out of countries. This issue then caused people to become redundant and it caused management to tighten measures and disallowed to unlimited overtime that employees previously enjoyed. This is a major setback for the employees and the only thing that can be done is if management revisit the bonus plan and edit it so that it can better suit the situation. This evaluation is to basically prove that the Scanlon plan was beneficial in Swissport Aviation’s blueprint however, the lack of travellers and cargo caused by the virus has affected the benefits of the plan (Politika. 2018).

[bookmark: _Toc80860282][bookmark: _Toc80919364]4.2 JIT (Just-in-time)

Swissport Aviation is a company in which time is important because to provide impeccable customer service, the cargo and people that the company handle daily needs to get to and from different destinations in a timely manner with the least possible inventory errors. Delays are unaccepted in such a business because that will cause unrest in the customer community. The JIT theory helps to build better relationships between the customers and the company. According to Just-in-time theory: the panacea to the business success, D.K Folinas et al. p.1, just-in-time (JIT) came into wide use in the Japanese shipbuilding and automotive industries, and it refers to several practices and tools that aim to satisfy the market by producing the products needed, when needed and in the required quantity and quality (Singh, G. 2014). This could be translated that the management ensure that they have the right number of people working at a specific time to facilitate lower “inventory” costs meaning that they maximise on the space for people to travel and to ship goods just so that they could have less trips back and forth. However, more importantly, in the Swissport workplace setting, the JIT philosophy allows management to set certain expectations for employees to meet. These expectations come in form of a schedule that employees at Swissport Aviation follow strictly to ensure that there are no mistakes made in the everyday processes of moving customers and cargo from one place to another. Whenever an employee adheres to the schedule created using the JIT system, they can meet customer expectation by allowing a smooth process hence providing customer satisfaction by sticking to the promises of times of departure/arrival. Swissport had their disciplinary methods for employees who breached the JIT system therefore it was hardly breached because the employees understood the consequences and the seriousness of the situation due to the need for everything to go as planned. This theory is affected by the corona virus because countries prohibited foreigners and some companies were not shipping cargo to some countries because of the rates of infection. This problem had caused many customers’ goods to be delayed and caused some packages to go through different routes to get to the destination. With this issue, it is safe to say that the JIT systems has major advantages; for example, customer satisfaction, a reduced cost for returns or refunds because the customers get what they want in a timely manner and high-quality service is provided. Likewise, there are disadvantages caused by the virus ; for example, the JIT system has no place for mistakes therefore when an error arouse because of the virus, it was somewhat difficult to bend the normal procedures to accommodate changes and there are certain negative effects such as too much fossil fuels being used because if a supplier or manufacturer was to be late on a cargo, then the delivery time that was created would be missed and a backup time or date would have to be created.

[bookmark: _Toc80860283][bookmark: _Toc80919365]4.3 Max Weber Bureaucracy Theory

Max Weber came up with the idea and rules of his theory for businesses to be high structured, formalized and impersonal. It was also his belief that an organization should basically have a hierarchical structure, rules and regulations and distinct organisational lines that show the levels of authority. This form of theory was reinforced at Swissport Aviation because not everyone was on the same level. The company has specialization of labour in addition to the hierarchy, rules and regulations, there is impersonality in the application of rules. It could be seen where different people served different purposes so that the company could run smoothly and there was respect shown on every level of the organisational chart because all the employees knew what was required for the job to be done efficiently. In the delegation of roles, a rule based management team did what was necessary to have the employees work based on what they specialised in and the employees are all treated impersonally especially since employment was based on technical qualifications therefore, everyone there basically possessed the same level of qualifications depending on where they were in the structured hierarchy (Rockman, B. 2021) This was somewhat affected by the covid-19 virus because even though the individuals were qualified for their jobs and they did nothing that would go against company policy, many were made redundant and they basically had no say because of the level of respect that is practised in the organisation and the fact that once could not make single decisions because those decisions came from a rank above them that had to be obeyed. Max Webber’s bureaucracy theory is great in the workplace until there is a time like the covid-19 virus era in Swissport Aviation where rules had to be followed and respect had to be given to the level above an individual regardless of the situation. Even though the rules were strict, they were necessary to establish ground respect for everyone in the company. Additionally, unlike most bureaucracies, Swissport Aviation’s higher ranked individuals did not abuse their power of authority, and this also established mutual respect.
[bookmark: _Toc80860284][bookmark: _Toc80919366]5.1 Red Model

“In these challenging times... organizations must continue to meet their mission and… must continue to manage, motivate, and lead their teams. Sharpening their critical thinking skills can help. There is a clear connection between a leader’s critical thinking capability and their ability to achieve higher-level performance and realize their potential.”
This is basically saying that the leaders in a company should be able to think about what is going on around them so that they can set standards and have things set in place for the workers so that they can have a very high level of performance and maximise on their potential. The RED Model of critical thinking is said to be the best model to incorporate in leadership roles as this model allows someone to: (1) Recognise the assumption, (2) Evaluate arguments and (3) Draw conclusions. It is believed that majority of the time things are said, and they are mere assumptions but they sound factual. It is always good to check sources to make sure that whatever information is received is factual. Likewise, arguments are always thrown at an individual to try and have them doubt decisions however, the RED model teaches an individual to use confirmation bias where they confirm information due to prior beliefs so they can avoid arguments that are based on high emotion. After filtering assumptions and choosing the correct arguments to propose, a leader should conclude that is to be in the best interest of most people in the organisation. An example of the RED model being applied is when the covid-19 virus had the massive outbreak and the management team at Swissport Aviation had to handle the situation. They addressed the assumption of many that the company would shut down for a while then they debated the arguments of a possible outbreak at the bases. The management team, with their experience, knew in fact that they had to enforce protocols to prevent the disease from spreading in the workplace and they then concluded that it would be best if they minimised the employee population especially since the workload decreased. The RED Model of critical thinking gives leaders the opportunity to assess a situation and produce the best possible solution (Davis, S. 2013).

[bookmark: _Toc80860285][bookmark: _Toc80919367]5.2 De Bono’s Thinking Hats Method

Edward de Bono left the world with several ways of thinking and these ways can always be observed in an organisation because opinions are always different especially in the decision-making process. The theory of the hats provides an understanding of how humans think and these thought patterns are associated with different colours. Swissport Aviation had different minds on each level of authority therefore, there are always different ideas. Whenever there was a meeting that involved open panel discussions, the leader who assumes the role of the white hat usually had to always interject because at times discussions get lengthy due to opinions being different. Because of this, management usually take the lead in discussions in a way that would be like a dictatorship and then use an organised structure to collect complaints and suggestions from employees. The thinking hats method is useful in a workplace because it allows people to see things from several points of view. During the pandemic, this method has been proven essential because employees had a chance to voice their opinions with mixed emotions, especially when the redundancy letters were being handed out. In addition, the thinking hats method was also applied to the customers because they were mostly affected with cargo delay and their transportation delay which are both things that are not tolerated by Swissport Aviation. The customers and the employees all had different thoughts about the effect of covid-19 on the company and this was obvious. In consideration of Six Thinking Hats, de Bono: Little and Brown, 1985 the people were thinking cautiously (most were wondering if they would travel and contract the virus), some were thinking about the new processes that were set in place (the covid-19 protocols that were enforced) and others were just thinking creatively by simply maximising on the luxury of travel that is no longer overcrowded and, in most cases, cheaper. The management team had to make quick decisions about the situation just so that they did not suffer too much from the blow of the virus outbreak. With these actions came the outburst of conspiracy theories that had to be shut down and with all credit given to Edward de Bono, the management team handled the situation well by addressing everyone based on their way of thinking while assuming the position of the white hat of course (Payette, P. B. 2017).

[bookmark: _Toc80860286][bookmark: _Toc80919368]6.0 Recommendation

Swissport is a company that handles delivery of cargo and people from one place to another. It is always important to ensure that this is done in a timely manner because when a schedule is optimised, it provides the central opportunity to finding the most efficient use of resources. This then opens a window for customer satisfaction which usually comes with a gift of customer loyalty. Likewise, companies like Swissport get to engage in good client relationship when they ship items from different companies to their customers on time which also lead to satisfaction and client loyalty. This is said to prove that the JIT theory is most efficient and highly recommended to maximise on their resources and take advantage of the situation to build their reputation that is already a great thing. The management team ensures that they include everything in a schedule so that the employees know what is expected of them and they also know the penalties they will face if they breach said schedules. This also gives management an opportunity to track the movements of everything and everyone so they can account for something that goes lost or is delayed. The JIT system also provides an opportunity for the company to be trustworthy because they usually do what needs to be done when it should be done. The management team also rely greatly on the employees who are essential to the smooth running of the business. They make an impact when they are late and when they are early. An early employee gives the company a chance to move on without even the slightest delay because they are there when they should be, and they begin what is needed of them as soon as they should. On the other hand, a late employee causes setbacks and minimal delays because they do not start what they should when it is necessary. To wrap this point up, the JIT was and is still important at Swissport and it is what anyone would recommend for the easy-going of the company. This theory gives everyone a chance to play somewhat an equal role in providing world class customer service and the management team can ensure that the rule of equity Is practised when the schedules are set so everyone is treated fairly. Every employee gets the same number of days off and they all have the freedom of overtime with their pay being calculated the same.

[bookmark: _Toc80860287][bookmark: _Toc80919369]7.0 Conclusion

The research that was done to complete this task basically proved that the different management theories can be employed in a company, and they can contribute to the company’s success. It can be seen how critical thinking in the workplace helps the management team to analyse every customer-employee situation to create rules and set boundaries that guide the world class customer service and the customer/client satisfaction. It was also proven that the attitudes, beliefs and values of those who contribute to the business environment can determine the type of behaviour that one can see and accept in the workplace. The management theories that were studied (the JIT system, Scanlon Human Relation Approach, Elton Mayo’s Hawthorne Effect and Max Weber’s Bureaucracy theory) all play a part in Swissport’s everyday business life. It can also be seen where the worldwide situation of the pandemic is affecting the business negatively and the management theories had to be somewhat altered to accommodate new normal that will in turn encourage customer and client loyalty. In addition, critical thinking models (the Red Model and de Bono’s Six Thinking Hats Method) were used to demonstrate how important the management body is in regards of the business moving forward successfully. These methods showed that people will always have different ways to look at situations however, it is all up to management to reinforce norms that suit the entire company population after analysing the thoughts of everyone when they voice these thoughts. To conclude, it is also safe to say that the pandemic has caused major setbacks in the use of the JIT system however, it was recommended as the best theory to be employed in a time-strict company like Swissport Aviation.
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