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[bookmark: _Toc530895691]Organisational Culture: Case Study of Talk Talk Plc
[bookmark: _Toc530895692]Introduction
	Organisational culture continues to define ethical behavior within various companies especially in the UK telecommunications industry. Through the Hofstede’s model, organisations exhibit varying traits in how they carry out their operations. Talk Talk is one of the key telecommunications companies that follow set policies, procedures, and legislation in achieving its mission of global competitive advantage. Despite the threats and weakness of the firm, it exhibits increased opportunities and strengths geared towards the provision of quality products and services for increased sales and customer satisfaction. This paper provides an overview of the organisational culture of Talk Talk Plc, policies, procedures and legislations, the environmental factors that influence development, and ethical behavior as demonstrated by its workers and supported by the management.  
1. [bookmark: _Toc530895693]Background
Talk Talk Plc is one of the key companies in the United Kingdom that provide pay television, internet access, telecommunications, and mobile network services to consumers and business. The company was founded in 2003 as an affiliate firm to the Carphone Warehouse. Through its 2009 official demerger from the Carphone Warehouse acquisition, under the leadership of Sir Charles Dunstone, Talk Talk Plc has developed to be one of the companies that recognize the importance of customers and employees in enhancing organisational success (Talk Talk, 2018a). 



Mission
The mission of the company entails provision of a better deal to customers by offer reliable, fair, simple, and affordable connectivity, while in the process, striving to deliver better returns to organisational shareholders (Talk Talk, 2018a). 

Vision
On the other hand, the vision of the company entails the belief in the provision of reasonably priced and highly reliable telecommunications services to all consumers. It also involves the organisation’s aim to be the leading value for money provide of all its products to attain trust and value chain championship in the market. The organisation’s ambition entail continuity in building a scale customer quad play business that strives to deliver reliable, simple, affordable and fair telecommunications services consistently to all consumers (Talk Talk, 2018a). 
2. [bookmark: _Toc530895694]Critical Assessment of Workplace Culture of the Organisation
Workplace culture refers to the shared ideologies, beliefs and practices that make an organisation different from others. The culture within any workplace determines the behaviors expressed by employees towards each other and their behavior in the midst of external parties such as customers and suppliers. Organisational culture also influence employee involvement in productive tasks within an organisation. An effective workplace culture involves the consideration and incorporation of assumptions, belief s, perceptions, thoughts, and feelings to the decision-making process within an organisation (Hofstede, 2001). Undeniably, Talk Talk Plc is one of the companies whose workplace culture centers on adaptability, involvement, mission, and consistency in enhancing consumer satisfaction and improved sales. 
2.1. [bookmark: _Toc530895695]Evaluation of the Culture of an Organisation
Culture refers to the collective programing of the mind of a specific group of people that differentiates them from the rest. The Hofstede’s model forms a vital tool for the evaluating the culture of an organisation. The organisational culture of Talk Talk Plc can therefore be effectively evaluated using the six distinct dimensions under the model. 
Process Oriented vs Goal Oriented
The dimension mainly deals with the effectiveness of an organisation. Process oriented culture mainly deals with the means or the way that employees have to carry out work. On the other hand, goal oriented culture emphasizes on the goals and objectives of an organisation. It means that employees’ key role entail the achievement of specific goals set by the organisation. At Talk Talk Plc, the goal oriented culture takes center stage as through the management, employees strive to provide quality telecommunications services. They key goal entails the achievement of maximum customer satisfaction that the employees strive to provide through the organisation’s mission that advocates for the provision of telecommunications services that exhibit the value for customers’ money (Hofstede, 2001).  
Parochial vs Professional
	The dimension mainly reflects on the internal and internal environment of an organisation. In a parochial culture, the identity of employees rests with their managers. Employees within such as culture exhibit internal focus and extreme dependency on direction from their managers, thus strong social control. On the other hand, the professional culture mainly dwells on the identification of employees depending on their profession and content of the job. At Talk Talk Plc, the implementation of the professional culture remains evident as the management considers employees by their level of skills and talent. This allows for talent nurturing and increased training that leads to the retention of most skilled employees over a long period for maximum productivity and customer satisfaction at the firm (Hofstede & McCrae, 2004).
Open System vs Closed System
	Additionally, the open system vs closed system dimension mainly entails the communication methods, environment, and strategy implemented within an organisation. For an open system, new recruits receive warm welcome and the reigning belief reveals that everyone fits well in the organisation. On the other hand, the closed system culture exhibits difficulty in joining especially among new employees thus the common belief; only a specific crop of individuals might fit the organisation. At Talk Talk Plc, the employment of the open system culture promotes the infusion of new recruits with talents and skills relevant to the telecommunications industry. This culture also allows the teaching of new employees upon recruitment and selection to adopt to the organisations policies and procedures in pushing for organisational success through increased sales and customer satisfaction (Hofstede, 2001). 
Employee Oriented vs Job Oriented
	The dimension mainly deals with the existence of management philosophy within an organisation. An employee oriented culture mainly emphasizes on the importance of employee satisfaction to the success of an organisation. The culture promotes the feeling of acceptance and acknowledgement among employees as they feel that their personal problems and welfare form part of the key priorities of the management (Soares, Farhangmehr & Shoham, 2007). On the other hand, the job oriented culture mainly entails the exertion of heavy pressure on the performance of task at the expense of personal and professional wellbeing of employees. Previous, the management of Talk Talk Plc centered on the job oriented culture thus highly affected employee morale and productivity as it later led to high job turnover among workers of the firm.
 However, from 2017 to 2018, the managed decided to embrace the employee oriented culture after realizing the vital skills it had lost due to increased shift of jobs and movement of workers from the company. The employee oriented culture has enabled the organisation’s management to form healthy relations with employees thus facilitating amicable resolution of personal and professional problems. The management also involves employees in the decision making process that facilitates the incorporation of their innovative ideas into the advancement of the telecommunications services such as the quad broadband offered by the firm (Talk Talk, 2018a). 
Tighter Control vs Loose Control
Furthermore, the tighter control vs loose control dimension mainly involves the control, discipline, and structure within an organisation. A tight control structure mainly involves the exhibition of seriousness and high-level punctuality while the loose control structure mainly entails casualness and adoption of implementation (Hofstede, 2001). At Talk Talk Plc, the implementation of loose control culture promotes the availability of a conducive work environment within minimal pressures that allow employees to function effectively. It also facilitates the creation of healthy relations between employees and the management as casualness reduces the power distance. It also encourages teamwork whereby employees assemble in teams and discuss ideas geared towards the improvement of the working conditions and service qualities at the organisation (Talk Talk, 2018b). 
Normative vs Pragmatic
The dimension mainly involves the techniques that an organisation employs while dealing with the business environment and the customers to be specific. It mainly deals with the description of the level of customer orientation. While pragmatic cultures are flexible and centered on the impact on the market on business, normative cultures are more rigid and emphasize on the importance of following laws and regulations (Soares, Farhangmehr & Shoham, 2007). At Talk Talk Plc, the culture exhibited entails the pragmatic culture that facilitates the attainment of a more market driven approach towards handling challenges facing the organisation and those that directly affect customer orientation. For instance, in 2016, the company was accused through cyber-attack of how it had leaked consumer information without consent. However, it was later established that they were mere attacks as no customer came forth with a legit case on how their data and information had been hacked. The management came out and made announcement on their readiness to change to negative perception created by the cyber attackers. The management further strived to promote technological innovations and increased technology to prevent risks and inconveniences to customers (Cgi group, n.d.).
2.2. [bookmark: _Toc530895696]Considering the Relevant Policies, Procedures and Legislation to the Support of Evaluation of the Organisation
Policies, procedures, and legislations play key roles in the determination of the culture employed within an organisation. At Talk Talk, the reliance on such factors has contributed to increased value on employee participation in the sale of telecommunications products and services. The policies, procedures, and legislations also promoted the achievement of the organisations key role of gaining a global competitive advantage in the industry (Hall, Hood & Scott, 2005). 
One of the key legislations in the UK telecommunications is contained in the Government White Party entitled “A New Future for Communications.” The legislation was issued in 2000 and strives to ensure that the UK becomes home of the most competitive and dynamic telecommunications market in the world and maintains its competitive advantage in the fast changing international market. In support of the legislation, through its mission statement, Talk Talk strives to become a competitive company providing value for money products and services to consumers in the global telecommunications industry (Talk Talk, 2018a) 
On the other hand, one of the key policies that drive change at Talk Talk Plc entails the placement of value on the importance of employees in pushing for organisational success. The company’s policy allows for the provision of free telecommunications appliances such as televisions to employees to express the firm’s acknowledgment of their value. On their side, the employees strive to be the best ambassadors of the company’s products and services that increased sales and customer satisfaction (Hall, Hood & Scott, 2005).
Undeniably, the key procedures that run the company entail resetting and refocusing the organisation depending on the change of the industry. For instance, the process at the organisation always ensure conformity with changes such as advanced technological innovations in the broadband services offered by the company (Strejcek & Theil, 2003). Such process highly influence employee training and professional development for maximum acquisition of exemplary skills for effective market performance. Indeed, the legislations, policies, and procedures at Talk Talk strive to promote increased sales and customer satisfaction through employee acknowledgement (Hall, Hood & Scott, 2005). 
3. [bookmark: _Toc530895697]Critical Evaluation of the Organisation and the Environment, which the Company Operates
Talk Talk Plc operates within a highly competitive market whose environment exposes the company to strengths, weaknesses, opportunities, and threats that determine future success of the organisation. The environment also exposes Talk Talk Plc to various Political, Economic, Social, Technological, Legal, and Environmental factors that influence success in the firm. 
3.1. [bookmark: _Toc530895698]SWOT Analysis of the Organisation
The table below illustrate the Strengths, Weaknesses, Opportunities, and Threats experienced by Talk Talk Plc in the highly competitive telecommunications industry. 
	Strengths
Positive returns on Capital Expenditure 
Reliable suppliers 
High level customer satisfaction
	Opportunities
Increased consumer spending after the recession
New trends in consumer behavior
More customers from the online channel


	Weaknesses
Low investment in new technologies
Gaps in organisation’s product range
High rate of attrition in the workforce 
	Threats
Difference in liability laws among different countries 
Competitor technologies 
Shortage of skilled workforce 


Strengths
Strengths mainly involve the internal success that the company exhibits. The factors play keys roles in the advancement of an organisation’s performance within a competitive industry. Talk Talk Plc has its own strengths that facilitate increased sales and consumer satisfaction geared towards taming competition from major rivals. 
Positive returns on Capital Expenditure. The company has become relatively successful due to increased execution of projects that generate good returns. For instance, the implementation of the quad broadband has helped the organisation to generate good returns on capital expenditure as it has built new revenue streams for the firm (Talk Talk, 2018b). 
Reliable suppliers. Additionally, the company also has reliable suppliers who offer quality and affordable raw materials to the organisation. Talk Talk Plc has therefore been able to avoid the numerous bottlenecks in the supply chain that continue to attack its major rivals in the industry (Talk Talk, 2018b). 
High-level customer satisfaction. Additionally, the organisation has also been able to achieve high-level customer satisfaction through its management strategies that center on the establishment of better customer relationship. Through the various departments that include the customer service department, the company has also achieved better brand equity with potential customers in the market. However, Talk Talk Plc also exhibits various weaknesses that affect consistency in terms of growth and development (Talk Talk, 2018b). 
Weaknesses
	Weaknesses involve the areas whereby the company should strive to improve upon. Such negative factors affect success at the organisation thus should be handled for guaranteed business success through increased sales and customer satisfaction. 
 Low investment in new technologies. Despite the high scale of expansion and operation within various geographies depending on the company’s global expansion strategy, the organisation has failed to put reasonable investment in new technologies. It was until key rivals has established the broadband technology that Talk Talk joined the bandwagon. However, effective leadership entails pace setting thus the management should strive to invest more in new technologies for increased productivity (Talk Talk, 2018b). 
Gaps in organisation’s product range. Additionally, the company also exhibits increased gaps in its product range. The products and services offered by the company barely handle the needs of the young consumer population made up of children that is fast growing. This weakness may give way to rivals who may establish services that cater for the needs of such neglected consumer markets thus snatching away Talk Talk Plc’s foothold in the competitive market (Talk Talk, 2018a). 
High rate of attrition in the workforce. Undeniably, the high rate of attrition in the company’s workforce also affect the acquisition and retention of skilled employees. As the company continues to experience increased employee turnover, there is minimal investment in training and professional development that influence the increased rate of attrition that affect quality production at Talk Talk. However, despite the increased challenges, the organisation has numerous challenges promoted by the technologically developing external environment of the industry (Talk Talk, 2018b). 
Opportunities
	Opportunities mainly involve the openings available for a company to expand and experience growth within the external environment of the industry. Talk Talk Plc has increased potential for growth and development owing to the increased developments at its disposal. 
Increased consumer spending after the recession. Since the recession, there has been an economic uptick and increased consumer spending especially in the telecommunications industry. Such a change exposes companies such as Talk Talk to increased opportunity on consumer spending that would boost its revenue and increased its market share (Talk Talk, 2018b). 
New trends in consumer behavior. Additionally, the new trends in consumer markets may open up a new opportune market for Talk Talk Plc. For instance, the increased of internet, telephone, and television services among the consumer population irrespective of demographic factors such as age or gender would influence increased consumption of products and services of the organisation thus high sales (Talk Talk, 2018a). 
More customers from the online channel. Undeniably, the creation of the online channel by the company has also attached numerous opportunities. For instance, through the channel, the firm has been able to transform potential clients to customers thus increased consumer base that positively influences sales and profitability. However, Talk Talk Plc is also exposed to various threats that may trigger underdevelopment if not mitigated (Talk Talk, 2018b). 
Threats
	Threats entail factors in the external environment of an organisation that may hinder success and development. Threats are mainly triggered by competitor strategies or change in laws and regulations governing the industry depending on an organisation’s country of operation. 
Difference in liability laws among different countries. Primarily, the difference in liability laws among various states highly poses a threat to the success of Talk Talk’s expansion strategy. Change in policies in the telecommunications industry expose the company to increased liability claims that may negatively affect success of the organisation especially in its pursuit towards a global expansion strategy (Talk Talk, 2018b). 
Competitor technologies. On the other hand, new technologies developed by the competitor may cause serious threats to Talk Talk in the present on long-term basis or in the near future. For instance, the establishment of the broadband primarily by competitors affected the marketing position of Talk Talk although the organisation later redeemed itself through a similar technological innovation (Talk Talk, 2018a). 
Shortage of skilled workforce. Undeniably, the key threat facing the company entails shortage of skilled workforce. Due to high rate of attrition, the company may face shortage of skilled employees that would negatively affect the production of quality products and services thus low customer satisfaction, reduced sales, and low profitability (Talk Talk, 2018a). 
[bookmark: _Toc530895699]3.2. PESTLE Analysis of the Organisation
PESTLE analysis is a tool that analyses the macro environment of an organisation. It presents the political, economic, social, technological, legal, and environmental factors that influence success and growth of an organisation within a specific industry. This subsection centers on the PESTLE analysis of Talk Talk Plc. 
Politically, political stability highly influences growth and development within the telecommunications industry. Currently, Talk Talk operates in a dozen countries thus the need to consider the political nature of a country before setting up other outlets. During political unrest, most international companies have been shut down due to insecurity among other reasons especially within developing countries thus low profitability and organisational inconvenience in terms of business (Talk Talk, 2018b). 
Economically, exchange rate and the stability of the currency of host country highly influence development. Most countries have increased fluctuations in terms of their countries that affect foreign business operating within such states. Such risks may hinder indulgence into the telecommunications industry especially among start-up companies (Talk Talk, 2018b). 
Socially, demographics and skill level of the consumer population highly affect growth in the industry. Demographically, the aged population may less often use internet services compared to millennial population that can barely afford the service hence affecting the consumption of such services hence low sales for companies such as Tal Talk Plc. The skill level of the population also matters and the company deals in technological appliances and services that require basic knowledge to operate. Lack of such knowledge may hinder consumer efficiency in operating products and services from Talk Talk hence negative effect on productivity (Talk Talk, 2018b). 
Technologically, competitor technological advancements highly influence the success of companies such as Talk Talk in the telecommunications industry. For instance, if a major rival develops a technological innovation, it would attract more consumers to its brand thus affecting the consumption of Talk Talk’s products and services. Knowledge of competitors move towards technological advancements should enable the management at Talk Talk to constantly welcome and incorporate the innovative ideas of employees (Strejcek & Theil, 2003). 
Legally, data protection laws form part of the key legislations that drive change within the industry. The ability of an organisation to protect the information and data obtained from consumers play critical role in enhancing customer satisfaction. For companies such as Talk Talk that have previously been accused of confidentiality violation through data breech and exposure of customer information to third parties, adherence to the data protection rules would facilitate regaining of customer trust and loyalty (Talk Talk, 2018b). 
Environmentally, climate change or global warming remain one of the core factors that influence organisational growth and development within the industry. For instance, the industry continues to produce radioactive emissions that cause extreme effects on the climate thus global warming. However, to prevent such effects, it would be pragmatically recommendable for organisations such as Talk Talk to adopt a green sustainability culture that encourages the protection of natural resources such as air, water, and soil (Zafar, Babar & Abbas, 2013).
[bookmark: _Toc530895700]4. Critical Evaluation of Ethical and Cultural Behavior of the Organisation
On the other hand, ethical and cultural behavior also influence business success within an organisation. Ethics mainly refer to the effectively established standards that define right and wrong based on what humans should so. At Talk Talk Plc, ethical behavior entails the expression of respect to authority, consumer information protection, problem resolution through the right channels, and demonstrating gender equity (Thomas, Schermerhorn Jr, & Dienhart, 2004). 
Expression of respect to authority. It is the role of employees to respect those in authority including supervisors and managers. Respect for authority promotes the culture of performing allocated tasks and being answerable to the various departmental managers. Respect for authority is highly valued at Talk Talk as promotes productivity in a uniform way following the set organisational rules and organisation geared towards the achievement of organisational mission (Talk Talk, 2018b). 
Consumer information protection. Additionally, ethical behavior at Talk Talk also entails the respect and protection of customer information. Since the purported breech in 2016, the company fostered technological mechanisms to mitigate any form of third party data disclosure. The ethics has enabled employees to put the interest of customers first by protecting their information for increased consumer satisfaction (Cgi group, n.d.). 
Problem resolution through the right channels. Furthermore, at Talk Talk Plc, conflict resolution calls for the use of right channels that mainly include the involvement of the various departmental managers in solving issues among employees in their departments. Only in extreme cases would such problems be forwarded to the executive manager for resolution. The respect for protocol is therefore evident even in problem resolution at Talk Talk thus advance ethical business behavior (Talk Talk, 2018b). 
Demonstrating gender equity and respect for diversity. Undeniably, employees at the organisation continue to express gender equity and respect for diversity. Although the company employs on basis of skills and not merit, the women workers at the organisation enjoy gender equity as they earn same salaries within men that perform similar tasks as theirs. The organisation’s move to operate within over twelve states has also influenced the respect for diversity whereby expatriate employees receive fair treatment as their counter parts from local state (Thomas, Schermerhorn Jr & Dienhart, 2004). 
Undeniably, ethics rely on the basic concept of rights, fairness, obligations, specific virtues, or benefits to the society. Additionally, ethical behaviors evokes traits such as fairness, honesty, equality, and equity in terms of interpersonal, academic, and professional relationships. Furthermore, it promotes respect for diversity, dignity, and the rights of other individuals or groups. Therefore, ethical behavior should be demonstrated by all individuals in an organisation irrespective of their ranks or position within the firm (Talk Talk, 2018b) 
[bookmark: _Toc530895701]Conclusion
	In summary, Talk Talk Plc is one of the major telecommunications companies in the UK making strides by ensuring increased sales and improved customer satisfaction. Through employee motivation and involvement in the decision-making process, the management has managed to create a sense of responsibility towards organisational success among its workers. Although the organisation has experienced various challenges such as cyberattack and breech of data protection, it has increased opportunities to adopt innovative technologies that would promote increased sales and customer satisfaction. 
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