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Executive Summary 

Boots is most certainly an organisation that upholds nature of looking after their people. For more than 170 years it had proved itself by the ever-changing adaptations they have made throughout the years. Culture is all around us and Boots provides copiousness amount of information on the values, code of conduct, ethics, wellbeing and the overall organisation principles. Delivering these standards to the employees will allow them to learn more about why these areas are necessary and how they can apply them to their workplace.  
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Introduction

This report has been requested by Julie Thomas a business lecturer at Trinity St David Campus, by 1st April 2021. It will carry out a detailed understanding of the workplace culture and context of one of the UKs biggest pharmaceutical organisation. Boots will be this chosen firm. The report will gather multiple theorists and use these models to comprehend all aspects to show a more detailed analysis of values, the workers and ethics. Following on throughout the report there is a determination, to show how the current situation of the pandemic as changed from the start to the present, and to see how alternations can me made for the better to move forward. 
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Main Findings

Starting out as an herbalist store back in the 1800s John Boot (the founder) managed to pave way for the poorest of society to help themselves. Fast-forward to today this is the UKs leading pharmacy, health and beauty retailer company to date. (Boots Heritage 2021)
Although there is no Annual general report to be found on the main website of Boots, there is however a report on Walgreens Boots Alliance Inc,  these giant leaders who distributes pharmaceutical supplies, have been established for more than 100 years and continues to help people across the world. They are honoured to carry on contributing to healthy communities, healthier planet, an inclusive workplace and sustainable marketplace. But with the strain of the Coronavirus, it caused a considerable amount of uncertainty with lowering staff levels, hours of work, financial ruin, suppliers and vendors. But with immediate effect they have put plans to continue to help UK stores be able to get the correct medications so they can be distributed just as quick, when all the while keeping their colleagues healthy and safe. (Walgreens Boots Alliance 2020) 

Pestle is made up of 6 different categories, it allows managers to recognise microeconomic variables and process the opportunities verses potential risks. The model can also elaborate by taking ideas with different scenarios based on the uncertainty of these variables to predict an improved and  better-quality outcome for future. (Marmol De T. 2015)
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Economic factor demonstrates how it can affect or influence an individual’s financial status, this can include education, employment, or any other income. Therefore, with the pandemic of Covid 19 it has taken a significant financial loss of people not being able to work or shop, being furloughed and having the country in lockdown has not provided or generated steady sales, which businesses have suffered up and down the country. 
However, in contrast to not being able to step inside of a retail store, technology has become the pivotal moment where everyone has relied upon to still getting non – essential items and still being able to stay within the rules and regulations that the government has set. Click and collect has been a saving grace, and without Boots pharmacy, being part of the NHS and having medical online services, people would of struggled or maybe even given up as Boots are very much in support of mental health. Social media is a platform for millennials and for them to teach the older generation too, it relays quick and easy messages with contact information, provides links which head straight to the right page and answers to whatever the problems maybe. Without technology a company will not be able to move forward. 
Sebastian James Boots Managing Director states that a transformation plan was needed after having to close down more than 100 stores as the beauty and fragrance counters had a huge decline in sales. In any crisis Boots realised a shift in pattern where people were turning to online shopping and digital services. So investing and doubling the capacity of the web page, it allowed to open more delivery slots and drive a 78% increase in Boots sales over the lockdown period. (James S. 2021)

Organisational culture

“Good leadership requires you to surround yourself with people of diverse perspectives who can disagree with you without fear of retaliation.”
- Doris Kearns Goodwin 

Culture can be perceived in a manner of different ways, some are a natural progression where others can be intended. However, the outcome, they still fit into the same definition. Looking at culture, every employee should adapt to a certain level of behaviour with the follow that culture is distinct by what the people of the organisation do. Culture depicts environment around how the mission is accomplished, and values characterise what the culture will be. (Goyette P. 2016)

The Johnson and Scholes cultural web is designed to explore the paradigm and its core beliefs and motivations of the organisation. It comprises of 6 cultural influences they include the following: (Leadership Centre 2021)
Stories class itself on knowing the history of the company. Past events of people who talk about the inside and outside of the company, when these stories are heard it creates a level of constructive understanding of the companies values and good behaviours. 
Rituals and Routines can take day by day behaviour and activities of individuals that flag satisfactory performance. This decides what is anticipated to happen in given circumstance and what is appreciated by management. 
Power Structures cover who has the power in the company. This could include several senior executives or how many departments there are, either way these people are the fundamental key of how to influence decisions, operations and strategic direction. 
Symbols represent the companies logo, how they stand out from the crowd to make sure they are well known, imagery is crucial and the expectations of uniform and deluxe workplaces can obtain a sense of professional yet relaxed atmosphere.
Control Systems shows how well an organisation can be controlled. To embrace these actions, it must include financial systems, quality systems and rewards. 
Organisational Structures incorporates both the structure characterized by the organization chart, aiming to comprehend the formal or informal lines of authority. 
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Boots pharmacy has been reaching out to their consumers for 172 years. Staff have felt in recent times due to the outbreak of covid 19 that they have not felt safe, whilst working employees have stated that they should not be made to work unless it is the pharmacy side of the store, 2 online petitions have had more than 1,400 signatures to say that sales assistants should have paid leave especially as they feel they are only selling non-essential goods. (Munbodha E. 2020) Consumers feel online and pharmacy services have not been the best, overcharged and not receiving goods, waiting times have been long and overall online services are at a malfunction. (Reviews I.O 2021)
These stories do not bode well for this organisation however what boots try and accommodate is to offer help & reassurance within the pandemic they cover mental health issues, managing symptoms and looking at ways to prevent the virus spreading.  (Boots 2021) 
The organisation has improved their online issues and with the help of employees pulling together and introducing the e – pharmacy Boots have managed to send letters to GP surgeries, organise deliveries and box things ready to be distributed. (Zoe & Donna 2020)
Rituals are found in the companies mission or vision statement their visualisation is “Be the first choice for pharmacy, well-being and beauty - caring for people and communities around the world” This can help by guiding the organisations culture. However small a routine maybe, it brings comfort to the employee knowing their products, to handling a customer issue and even being able to address the management are just some of the instances that occur on a day-to-day level. 
Boots head office in Nottingham has 8 different departments they handle Human Resources, Digital and I.T, Pharmacy, Opticians, Operations, Global Brands, Property and Procurement and Commercial. (Rowan 2016)
Part of the Power structures is the Managing Director of Boots Pharmacy Sebastian James plays the crucial part of innovating and driving progress for the benefit of their stakeholders. Other important executives are James Skinner (Executive Chairman), Stefano Pessina (Executive Vice Chairman) and Co – Chief Operating officer Ornellia Barra. 
Boots logo symbolises a unique cursive script it has continued to stay the same throughout the many years of its branding. The effortless colour scheme of blue and white may seem plain, but it carries legibility and differ from other brands. (1000 logos 2021) Many sale assistants represent Boots by wearing white tunic and smart black trousers with suitable black footwear, to accompany that they will have a name tag too. However, there are many sections with varied services therefore uniforms change, the pharmaceutical counter co-workers dress in smart attire, sometimes in lab coats but they always have a lanyard on them with identification badges. Opticians department are asked to dress smartly and the beauty sales assistants mostly dress in black with tunic and knee length skirt depending on which beauty designer you are representing. 
[image: ] (Boots 2021)

Control systems are the way the organisation functions, Rewards and recognition are hugely important, a manager can take time out to identify an employees contributions to the success of the business, in this case Boots deliver the following to their staff, a retirement savings plan which helps even after retirement, Boots continue to offer other benefits such as: 
· Eye care
· Long service award
· Employee wellbeing service
· Employee referral scheme
· Cycle to Work scheme
· Workplace Giving UK
· Childcare vouchers/tax free childcare

There is the extra reward of an advantage card with a plentiful discount when shopping at Boots, this can help with oneself and family members saving money on their products. With staff delivering great work ethos Boots want to let them know how their efforts are valued. A recognition scheme was set up called ‘step up and stand out’ this allowed employees know how well they have contributed towards the business in an outstanding way. (Alliance Healthcare 2021)

Organisational structures of boots employees are one that remain on a professional, helpful, and honest level. It is a formal organisation which has a hierarchy structure as there can be many layers to get through to be heard. Due to 415, 000 employees within 25 countries formal structure and hierarchy are imperative for a chain of commands. (Wallgreens Boots Alliance 2018)
Boots has always continued to remain open to all its customers before and during the pandemic, this has not changed, however non-essential items may not be accessible in an instant, it still can provide these products through their website. Boots are incredibly proud to be working alongside NHS in these unusual times. They have had to adapt their ways of working to not only their stores but for health and safety reasons to protect their staff it has also changed for their customers in helping them to provide and access medication, prescriptions and advice when needed. (Reid B. 2020)

The model has become very accommodating, by recognising that all companies no matter how big or small acknowledge that culture plays an essential part in any situation. Identifying the wider result will allow management to continue engaging with staff, recognition, voices to be heard and gain trust, it will lead to long term relationships and benefits towards the organisation. (Boe A. 2017)


Ethical stance 
Every business should act accordingly to any moral predicaments that they maybe faced with. Ethics can include controversial situations therefore acting in an appropriate manner is a must. Ethics come under different areas as it is a broad topic, but it is the law that influences business ethics the most. (White J 2019)
Walgreens Boots Alliance (WBA) is the global leader in pharmacy dispensing and distributing medicines. In the statement they deliver, WBA recognise the responsibility to address and to alleviate the risk of modern slavery and human trafficking in its operations. (Barra O. 2021)
Helping and understanding the wellbeing of their employees is paramount to Boots. Through a partnership with Lifework 1 in 4 people suffer with mental health therefore offering 24-hour phone support, expert advice and counselling can help with unforeseen events in life. Staff expressed concerns over back pain and safeguarding, Boots listened to this and decided raising awareness through their internal website with how to stay fit through work would help. A policy was produced to keep the young and vulnerable safe, it also lets colleagues know certain tips for example signs to spot if someone is at risk and whom they should contact if concerned. The policy is displayed on the notice boards at the workplace and under related resources through their webpage. (Boots 2021) 
In 2018 Boots signed up to the UK plastics Pact, this helped by taking away plastic carrier bags in exchange for brown paper ones. From the start of manufacturing process to the end of its life, all products are making an impact on the environmental wellbeing of this planet. (Boots 2021)
Since 2009 20 million pounds have been invested to reduce technology consumption,  these electric lights are reduced in lowering their voltage, air conditioning and heating systems have been improved and any insufficient lighting had been replaced with LED technology. Externally all brand vehicle vans are now zero emissions, again showing our employees and consumers the ‘champion ‘ of change. (Boots 2021) 
A new recycling scheme started in 2020 where they encouraged everyone to bring back their empty hard to recycle products. Using their scan2recyle website people could now scan a product, take it to their nearest store and use the recycled point put the contents into the deposit box and for every 5 products there will be a reward of 500 points onto the advantage card which is worth £5 and can track all the products that have been disposed of. (Boots 2021)
Communities are an integral part of Boots showing that it is important to being a brand who gives back. Boots cover a few charities like, children in need, and Macmillan cancer support. Volunteering time to these charities is rewarding it can cover a manner of areas which the employees can be a part of, from marathons, coffee mornings, walking for miles and handing out goody bags, Boots go that extra mile to make these events be exceptionally more special. (Boots 2021) 
It is important to focus on ethical conduct among employees. Training helps to educate and understand how to behave ethically whilst working. With regular workshops and introducing role play along with problem solving activities workers will get a better awareness of the importance of ethical behaviour. This can lead on to having the best role models from management and help with guidance, so everyone is on the same level of conduct. Another way managers can take a committed approach is by showing gratitude to their employees because when workers feel respected and heard, it builds a trustworthy and open relationship, therefore they will give their full attention and hardworking ethos to anything that they are trained in. Knowing how much managers take a vested involvement in success and wellbeing in their employees, it creates a culture that is built on ethical principles. (Management Training Institute 2018)  

Values 
Values are person convictions that spur individuals to act one way or another. They serve as a guide for human behaviour.  Ethical decision-making frequently includes weighing values against each other choosing which values to raise. Clashes can result when individuals have diverse values, heading to a clash of inclinations and needs. (Ethics Unwrapped 2021)

Workplace culture at Boots reflects their values towards others, they have 6 core values: 
1.	Trust - Respect, integrity and an honest guide for actions to do the right thing 
2.	Care - Our people and customers inspire us to act with commitment and passion
3.	Innovation - We cultivate an open and entrepreneurial mind-set in all that we do
4.	Partnership - We work collaboratively with each other and our partners to win together
5.	Dedication - We work with rigor, simplicity and agility to deliver exceptional results
6.	Inclusion - We are empowered to bring our authentic selves in an open, welcoming and equitable workplace

Boots will invest time and support in developing abilities with inside potential employees from outside of the business if they wish to be successful in working for the company. Their aim to deliver the best in customer care and to progress in this area all staff will have training in high level of skills, knowledge and care, be able to give the right advice when queries are raised on healthcare or products in a confident and experienced way. All this training is given by experts and likewise there is online material that can be used to source any information required to help. With having ongoing partnerships, through the communities and charities, training is again given and completed by their pre-registration pharmacists who organise run health events which all the local communities can be included and together raise awareness of health issues. (Boots – leaning and development 2021) 

Motivation and teamwork is central to how long a employee may want to stay working for a particular company, when staff get along and a workplace provides a positive, encouraging atmosphere then hard work and commitment would truly shine through. That is why the Princes Trust thinks about the next step in future generations, by elevating the young minds of today, will build self-confidence, give a meaning of life and provide stability. Boots partnership has raised its profile since 2019 showing a meaningful and supportive nature in getting the help these millennials need. (Boots Princes Trust 2021)  

If an employee has a clear understanding of their job role, then a job description should meet the criteria. To clarify, when looking for an opening position of a sales assistant consider what the company are looking for, and their expectations. They want to give the chance to be a part of an exciting opportunity whilst taking care of the customer is key. Listen to the customers wants and needs with a sense of ease they surely will come across products they may have thought they did not need, until a personal touch as come into play. A friendly personality, working as a team, and being oneself will create a wider and broader conclusion. (Boots Customer Assistant 2021)

After filtering through a great deal of feedback, from former employees or customers it seems that Boots does hit the mark in terms of culture at the workplace. It is known for its friendly atmosphere, willing to help and information is readily given. (Indeed 2017)
Other employees express other points that necessarily are overlooked, that part time staff may not have the same recognition or support like full times employees do, even though they have contributed in the past, another experienced a feeling of rejection by having fellow colleagues talk about them behind their back, which management were not very sympathetic. (The Glassdoor team 2014)

According to Kelleher (2013) for employee engagement management must help all employees understand and manage transition and change. Familiarising employees who work together with 4 stages of development (forming, storming, norming and preforming) A recommendation for this is to prepare for inventible highs and lows and stress management, so employees can discuss together issues in work or personal life. Colleagues can then understand how one another feel in the workplace before they can continue their day (Kelleher, 2013, p. 144).
With having team meetings regularly or buzz meeting before work is due to start this will enhance colleague engagement and their understanding of one another. Management should also be fully  aware and mindful of their employees and customers throughout this difficult time and the pressure the pandemic is causing to mental health. 
Mental health at Boots is certainly an important factor and with a company talking about wellbeing its significance weighs on their shoulders. To carry out a number of ways Boots can help is by taking advice from the experts on its website and filtering through different sections which maybe speak to oneself as an individual. Boots already offer the following
· Menopause advice
· Coping with isolation and depression
· Helping your child with anxious feelings
· Anxiety
· Sleep depression
· Dementia 
· SAD – Seasonal Affective Disorder
· A million and me – a child’s mental wellbeing
All these services are available to anyone, and especially during the pandemic, gives you a newer prespective of how to cope during lockdown.  (Boots 2021)
One of many competitors includes Superdrug (2021) who personally carry out employment recognition via email or letter to maintain morale and appreciation. (Superdrug, 2021). 






Conclusion
There is a lot to learn about culture in organisations, it demonstrates how the various tools and methods used have combined all manner of values, principles, and ethos within the workplace, with true motivation, skill and knowledge to support the organisation, Boots website does however promote the support and wellbeing of all its employees, it states clearly that health matters especially of the mental kind. They want to champion people into feeling good about themselves and positively let the consumer know exactly what their mission is. Latest news, changes, up to date social media comments and background information is also revealed here. Additionally, Boots find themselves in positive light supporting changes to their planet and sustainability. The rewards given to recycling, taking away plastic carrier bags in favour of brown paper bags and even external features such as solar panelling and LED lighting. Apart from a few mishaps and dealings from situations that could not have been avoided such as the pandemic Boots will remain the largest pharmaceutical brand on the high street, and forever drive a compassion for their colleagues and customers. 

“Culture eats strategy for breakfast”
by Peter Drucker
To be clear this quote is no means insignificant towards strategy but rather a capable and inspiring culture was an unquestionable course to organisational victory. (Management Centre 2021)




Recommendations

To breakdown the recommendations it shall be listed as a priority working its way through the other uncertain areas found. 
Mental awareness is indeed the most important issue found in this report. Boots do a great deal of preventing others feeling at their lowest, by offering a telephone service,  website guidance and expert advice. However, there is always more ideas to come up with, Boots could offer a reflection/quiet room to talk to someone. Management to introduce a time to speak to staff on an off-record approach to see how they might be coping. Staff can think more outside the box towards customers, by helping the vunerable or disabled at any given moment, a gentle, how are you? could I assist you in anything? Or generally strike up a conversation can improve ones outlook on the day. Signposting can help and distributing pamphlets whilst customers are at the checkout tills can raise more awareness.  
The next issue raised is rewards and recognition again even though Boots do demonstrate good practice with their discounts and help with their rewards, they are struggling to build on more morale and collaboration with the team, having quick buzz meetings and personal one to ones can improve their trust in management, communicate better with others and have a more profound outlook on the companies values. 
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