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Structure and culture inside Abellio Group


 From the moment when the founders, believing in their ideas and their skills, together they define the mission, vision, and strategy of the future organization through which they hope to achieve success. Next step on achieving this goal is to choose the people with how they will embark, in other terms the culture and structure of that organization is created and developed. The purpose of this essay is to investigate how structure and culture of an organization can contribute to the company performance. The essay will explore Abellio London LTD, the organization that I am working for the last three years, their structure and culture over the company’s existence.
In terms of theory, the concept of organizational culture refers to everything that means collective standards of thinking, attitudes, values, beliefs, norms and habits that exist in an organization (CÎRNU & BONCEA, 2010, p. 81). Organizational culture is moulded due to repeated exchanges between members of the entity, sharing the beliefs and values ​​of the members reminded before, but has to consider the factors that are strongly sculpting and modelling the culture, such as, leadership style or leading approach style, the  organizational structure that characterise the entity, their policies and the systems of value that came as support to a certain type of work and a certain type of performance or conduct.
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Fig.1 Abellio Logo (AbellioGroup, 2012)


	Abellio Group is a public transport organization that deliver travel journeys  in United Kingdom and also in Europe, with both bus and rail networks. This organization was established by NS as NedRailways in 2002. Seven years later, in 2009, NedRailways changed the brand name to Abellio after the purchase of Abellio Deutschland. Along with this investment came the expansion from an owning group with two UK rail franchises to a European public transport organization. The year 2009 was the year for important decision for organization structure, because the founders decide the first steps into the London bus market, and they invest also by buying London Bus from National Express. In 2012 the company own Abellio Greater England, a UK rail franchise. In Germany, the 5 rail bids were developing in a growing accomplishment. (AbellioUK.HQ, 2009).
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Fig.2 Abellio Group operating map (AbellioUK.HQ, 2009)
For two years Abellio focus was on consolidate the company, by forming the teams after their culture and in 2014, late autumn Abellio is wining the arrangement to operate ScotRail - Scotland's National Railway (AbellioGroup, 2012). The franchise started on 1 April 2015 and one  year later in summer of 2016,  Abellio was allocated the next East Anglia franchise which will run up to 2025. The new project 'Greater England' was released in October 2016 and is  running under two separate brands London Northwestern Railway and West Midlands Railway (Scotland, 2015). 
	 After exposing the expanding structure of this organization during 18 years , Abellio Group, which is a major transport operator in the UK, that run bus services across London on behalf of Transport for London, aims to deliver a “ great service to its customers and has made plans to sustain its success in the long term through building strong partnerships with stakeholders and investing in staff to give them secure and rewarding careers” (AbellioUK.HQ, 2009). The slogan of this organization, that operated in travel environment, is that “ an integrated, spatially ambitious and sustainable transport network is the key for success.” (Tom, 2020). Organizational culture is a critical factor that contribute on any business performance, but some type of managers  think that can be difficult to identify or distinguish, or in a different situation to change the culture , if it needs. Taking Abellio as an example which intend to offer an enjoyable experience of travel, the culture of this organization supports the customer service principle and engages diverse and widely spread workers in the mission to create memorable experiences for travellers. Customers that use Abellio travel service , whether they are travelling for business or for pleasure, any each of them expect to feel cared for, welcome and respected , appreciated, so for this reason all the team from Abellio need to de inspire and care for customers.
Mission statement for Abellio London is to gather “genuine people, innovative in spirit and dedicated to a positive future for travel” (AbellioUK.HQ, 2009) , this is the Abellio’s way.
Leaders from company justify that their teams and their approach is that make them different. To be successful in transport industry or travel environment the whole organization has to be in a good shape , and their motto  allows employees to have the freedom to be themselves so that they can achieve their full potential, this is their commitment to travel as a whole (AbellioGroup, 2012). Their objectives are always focused on working closely and creatively with their customers to achieve the best solutions for their journey, and can be deducted that Abellio is dedicated to their partnerships and takes the role as custodians of public transport seriously, for both the short and long term.
 Continuous advances in technology and also customer expectations require travel companies to find new ways for high-touch, brand interactions that balance current evolution and technology. Studying this trend that is constantly moving, Abellio’s leaders increasingly recognize the needs to build cultures that are adaptable so that they are better positioned to respond to changing market and competitive conditions and use data and technology to turn the customer experience into a pleasant journey (Noonan, 2017).
Before the organization expanding decisions, Abellio Group structure was  bureaucratic model, with rules and procedures. But the important decisions that were taken, changed the model that was followed before, as result of the increase of its management levels and in present Abellio Group has a team based organizational structure who perform specific duties into project teams that perform specific function. Abellio Group has separated level of management positions, which are distributed  into many departments and each department has his own subordinates. Their team-based organizational structures operate with teams working towards a common goal, “ provide safe, easy and reliable public transport” (AbellioUK.HQ, 2009)  while working on their individual tasks. Abellio London is less hierarchical and they have flexible structures that reinforce problem-solving, decision-making and teamwork.
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Fig.3 Organization structure (Scotland, 2015)
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Fig.4 Team based interactions (Scotland, 2015)

By presenting the organisational structure of Abellio London the whole image reflects its culture, furthermore the management style distributed along the organization and also  its management  mindset in regards to the surroundings that fulfil the aims of the entity. Culture inside Abellio company  is form out of assumptions, beliefs, values and norms which are distributed along the members of this organization, arise from the organization’s description and practice and are adapted by upcoming events. (MuLLins & CHrisTY, 2016)
Abellio’s organization in summary has a strong  culture because they  maintain equilibrium for safety and operational efficiency by allowing their values to guide strategy. Managers within this company has “to be  ambitious and confident, seeking challenges and taking pride in achieving great things for themselves and the teams they lead.” (Abellio.com, 2020)  According to Abellio London website (Abellio.com, 2020), every leader, has to be inspirational, commercial, archiver, strategic, trusted and collaborative and this demonstrate a democratic style of leadership inside Abellio UK, in other words the favourable behaviour of a leader provide greater satisfaction to the followers and furthermore subordinate are happy and recognize him as their leader, and this assumes the present of behavioural theory.
Leadership is another aspect that contribute to Abellio’s success and this is possible because they “ invest in the industry’s talents” (AbellioGroup, 2012). The leaders sustain that all staff is engaged, empowered  and working together as a team help United Kingdom to prosper. They also collaborate to make a difference, to be proud of what they do. Abellio developed the symbol called  “ 3 SEE “ , which is their brand that represent  the way of thinking, for drives especially, that  have to perform well ,be self-directed and loyal to the organization they belong to.  This is a fundamental value that is characteristics to their culture and can be understood through this symbol.
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Fig.5 Abellio symbol (Abellio, 2019)


For a company to attain an effective management and leadership, which is a critical component of  running a successful organization and represent the capability of the management to accomplish  the desired targets. Abellio ensure that the employees feel valued, because they said that leadership is about people, and they always make fact-based decisions. On the other hand, efficiency is understood within the company, as having carried out the task correctly, in a timely manner and at minimal cost. 
Delegation is also a effective variable that influence the successful management and leadership inside Abellio by coaching employees to succeed in their roles, as responsible partners in tasks (Abellio.com, 2020). The behaviour approach in Abellio’s management has change and also improved the productivity because the team leaders take a closer look at conflict, employees’ expectation, also their motivation and the dynamics of their group. As well as in Hawthorne studies, the executive team argue that strong human relations and social needs fullness of their staff  are crucial aspect  of management. The common theory of motivation that this company apply for staff is Maslow’s hierarchy of needs that helps team managers to visualise their team motivation. As an example, for  drivers from a depot inside London, team managers fulfil their  physiological needs for maintaining basic human well-being with short brakes between routes, water and other facilities. For safety needs such as security, stability, protection drivers have at one button away another person that can offer them assistance in any situation. Regarding to their belongings and love needs, Abellio is trying to satisfy this by offering staff intimacy, trust and friendship. Building confidence, self-belief in their own powers, and respect from others the organization accomplish the esteem needs from Maslow pyramid. The higher level from this theory in achieved just for few of the staff , which show potential , self-fulfilment and are seeking for personal growth and peak experience.


[image: Our People | Abellio] 
Fig.6 Part of Abellio’s Team (AbellioUK.HQ, 2009)


According to McGregor theory Y, managers from Abellio are trained to motivate the teams  in such a manner that the work seems enjoyable. The intention is that workers to perform actions with the best of their capabilities for fulfilling the needs of the company. This group of companies has developed a leadership scheme in which members can participate in this program while also gaining business experience from different departments, working with people at all levels and backgrounds, from executives to front line colleagues (Abellio.com, 2020). 
Within Abellio UK management methods have improved over the years and have developed to the point where operating teams make ad hoc decisions focusing only on completing goals and setting expectations.  Abellio UK has developed a driving framework that highlights the best capabilities and behaviours.
This system is useful for leaders to ensure that all workers are dedicated to the business and embody their values, and at the same time that the company's customers and the services on which they depend are in safe hands.
In conclusion, this essay has discussed about how structure and culture of Abellio’s organisation contributed to performance over time and argue that management is a very complex domain which is continually updated . The visible strong, friendly, and trustful leadership created inside the entity, which is theory based, combined with the adaptive culture developed over-time ,made the difference on Abellio’s performance in the last few years.  The truth of the matter of any business or organisation  is to make profit and a successful management is a vital side for achieving this goal, because most of the companies would not exist without an effective and efficient management  and leadership approach. 
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