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Introduction  
In this report I will be discussing about workplace critical thinking in my current employment where I work as a night manager at the local cab firm called Station cars. In this assignment I have chosen a specific organisation which I currently work for, in which I can apply critical thinking and evaluate in the context of beliefs, attitudes, value systems and management theories used within the workplace. To analyse and evaluate the current value systems put into place within an organisation. To see when management theories breakdown within a workplace, how critical thinking could be applied to improve the organisation to a new level of standard to comply with other organisations. 
I have currently been working for this company almost 8 years, I first started as a telephonist working part time only doing two days a week. After working for them for around eight months I was able to gain the experience I needed, and I was given the chance of a promotion from a telephonist to a night controller. Instead of the part time hours that I given at first, I was now working 4 nights on with 4 days off on a 7-week rotating calendar. Our shifts are 12 hours long per a day starting from 6pm evening time till 6am the next morning. Station Cars is a well-known minicab office who has been providing private hire services to the London Borough of Enfield and surrounding areas for over 50 years. The company was brought by my boss whose name is Mehmet Combat in year 1987, when he first brought the company he only had 15 drivers working for him at that present time. Since then in 2018 currently he has come a very long way and has grown considerably and continuing to expand his company. To this date Mr Combat currently has over 100 vehicles working for him which allows the company to provide suitable vehicles for any occasion. Our main office and only office is based in Enfield Town Station, which employs around 10 trained operators where we have over 20 phone lines, which help ensure that when you need a car from us you get one booked within minutes, instead of an engaged dial tone. Our fleet includes a wide range of makes of vehicles such as, saloons, estate cars 6,7 and 8 seater minibuses are available on request as well as wheelchair accessible vehicles are also provided. Like all organizations out there once they see success or profit, it is as if the company see no reason for change or any type of improvement.  This all falls onto the management system used within the workplace.  To manage and sustain the success of the entire organization, it's crucial to future our reviews within the corporate leader's and company's mission, vision and values which I will be exploring throughout this written report (Stations cars, 2018).

Section 1:
The case study
Station cars is a local cab firm well known to thousands of people living in the borough of Enfield.  We have customer's who have used our services for over 30 years and still do on a day to day basics. The company history is one-person Mr Mehmet Combat bought the company when it only had a hand full of drivers and basically built the company from scratch. Over the years Mr Combat increased his work load by advertising, door to door leaflets, but most importantly word of mouth. When customers received a good service, they friend, and family started talking and recommended using our company as well.  Once his work load increased he was able to take on more drivers which meant more money for the company and an opportunity to start working with big companies on a credit-based account such as west mill foods. When the credit accounts were put in place such as local schools run, Mr Combat was able to employ more drivers which is when he was able to start a contract with Enfield council.  When the company started working alongside Enfield Council providing school runs for disabled or children with learning difficulties taking them to and from school this gave the company a good reputation. 
Creating value is the essence of any business. The company value is what determines the health and well-being of the firm in the long run. As a company we have a "customer mission" saying that means keeping our prices the same which we have for the last four years, in addition the only time we charge double fare is New Years Eve for 12 hours only. The rest of the year even on bank holidays all year round the price of a journey remains the same.  This provides our customers with stability without any nasty surprises along the way. To increase business growth as well as maintain the same amount of customer our prices remain the same throughout the year to keep our regular customers always happy.
 Another important factor to our company's providing excellent customer service. Whether it be somebody calling up to query about different journey prices or a customer is already in one of our vehicles would like to see our price lists, all drivers and telephone operators have the relevant information to hand. One of the most important steps you can take towards achieving your greater potential in business is to learn to monitor your attitude and its impact on your work performance, relationships and everyone else around you. Body language and attitude plays a big part of everyday life, in our company being positive and having a friendly approach to customers is the way the forward. If you give off good energy to a customer this would lead us as a company to continue having good relationships with our customers. Having a positive approach, you would feel more confident and your perform will be at its best. The company policy for drivers were to make sure you pick up the right customer by asking their name and destination before allowing them to entrance the vehicle.  This part of the driver’s task was very important not just for legal reasons but also for customer safety, as they are a lot of drivers pretending there are from our office. This ensures you pick up the right customer but also, making sure the customer is in safe hands as well as being legally booked. In addition, the most important rule given to all drivers are to be polite and engage with customers always for example, being helpful opening customers doors. As sometimes drivers have a bad day for example, a difficult customer can put the driver in a bad mood, so it is always important to have a positive attitude and to keep going.  As we covered a large amount of areas such as Southgate, Winchmore hill, Waltham cross etc... the longest a customer will wait for their taxi to arrive from our office is 10 minutes once it is booked. Timing and being punctual is very big factor to our company as it is what our customers want and need. In the office side of things, there are four main controllers 2-day time workers and 2-night time workers alongside with two other assistants working alongside them, so there is always someone here to answer the phone or book customers who approach our office window.





Section 1.2
The Importance of values in the workplace: 
Core values are values that act as a behaviour outline that helps shape everyone's actions and influence towards their strategy.  To have an impact on the business we need to include our values as a part of everything we do within the business. Values should be at the core of every business, that is what your business stands for the reason for being. Business values will help manage employees towards the right direction. Having values set in place and making everyone aware of them will help towards the goal in question.

Here are the three-key development needed in any business:
1. The principles you stand for personally - for example determination, innovation, respect, integrity, perseverance, passion and fair- mindedness.  
2. The beliefs and attitudes you and your staff have in common in the workplace - for example how staff should treat one another even if there are not the same rank, how people should behave in a workplace, the way the managers act upon a problem and how much work should be completed e.g. to which level of standard. 
3. The organisation's standards of behaviour- Acceptable business practise, the excepted service they get whilst dealing with your business, comments from a customer's point of view or feedback given.

[bookmark: _GoBack]If everyone is given clear guidelines as to what the company expects from them, this would make life easier on the manager as well as the other staff working alongside each other.  Simple to point values are far easier to remember by employees and they are embraced by customers.



Section 1.3
The Importance of Attitude in the workplace: 
The Important of attitude within the workplace is the face of the company. Attitude within a workplace is the image you present to your work colleagues and your clients. Body language and positive energy is key in being successful in any business. If as a business you can maintain a positive attitude, this will be infectious and those around you will feel the positive energy. As said by Mr Gordon Tregold, "they ideally want to hire people with both the right attitude and the right aptitude. However, If I can only choose one of those two I will choose the person with the right attitude every time." Everyone working alongside you will feel positive and customers would want to continue to do business with you.  If a negative attitude is given people will not want to do business with the company or your staff will feel de-motivated which will show in their work performance (Tredgold, 2016).
Three reasons why having the right type of attitude is important in any workplace:
1. It is easier to train aptitude then attitude- If people you employ have the right attitude they become motivated and adaptable which make it easier to for them to learn new skills. Being able to improve a person attitude it is often about changing a person behaviour which is far more difficult to do so. However, if people are willing to change but do not have the right attitude this is unlikely to happen.
2. Attitude can impact their overall work performance- If you employ someone with bad attitude trying to get them to fit in within the organization can be changeling. They can just clash with the culture of the organization, disrupt teamwork and causing unrest as well as affecting overall performance within the company. 
3. The right attitude can overcome obstacles - Like in any business you are always going to face challenges and difficult times and it is in those moments the value of a company come into place such as, determination, tenacity and resilience come to the force. Having the right set of skills but lacking in using them correctly will not help overcome any challenges you face ahead within your organisation.

Section 1.4
The Importance of beliefs in the workplace:
UK Employees have enjoyed the specific protection against discrimination on the grounds of religion or belief since The Employment Equality (Relief or Belief) Regulations 2003 came into force 2 of December 2003.  Under the Act it is unlawful for an employer to:
· Treat a job applicant or employee less favourably than others because of religion or belief (direct discrimination);
· Apply a provision, criterion or practice that disadvantages job applicants or employees of a particular religion or belief unless they can objectively justify their actions (indirect discrimination);
· Subject a job applicant or employee to harassment related to religion or belief;

However, religion or belief discrimination is permitted in certain, limited circumstances set out within the Act, for example if an employee requires them to be of a particular religion or belief for an occupational requirement. 
The case of Grainger Plc & others v Nicholson [2010] concerned whether Mr Nicholson’s environmentalist views and belief in climate change amounted to a belief for the purposes of the 2003 Regulations. In passing judgment, the Employment Appeal Tribunal (“EAT”) laid down the following guidance on qualifying beliefs:
· The belief must be genuinely held by the believer (although it need not be shared by others);
· The belief must be more than an opinion or viewpoint;
· The belief must concern a weighty and substantial aspect of human life and behaviour;
· The belief must have a certain level of cogency, seriousness, cohesion and importance – and a similar status or cogency to a religious belief in the case of philosophical beliefs;
· The belief must be worthy of respect in a democratic society, not be incompatible with human dignity and not conflict with the fundamental rights of others (Clark, 2013).

Accommodating Religious beliefs and practises in the workplace:
Another part of belief within the workplace is religion, sometimes an employee's religious beliefs or practices can conflict with job requirement. An employer need only accommodate "sincerely held" religious issues is somewhat different under the discrimination laws. However, employers should be fully prepared to understand their obligations, by accommodating their religious beliefs and practices.  Reasonable accommodations can be straightforward, for example an employee who is prohibited by religious practise from working on the Sabbath may be given an alternative schedule. (Barrie Gross,2018)



Management Theories:
Functions of a Manager:

Planning:  This step involves mapping out exactly how to achieve a particular goal. For example, if an organisation goal is to improve company sales. The manager must first decide which steps to take to accomplish the goal in hand.
Organising: After a plan is in place, a manager needs to organise their team and materials according to the plan. Being able to assign work and granting authority are the two important elements of organising. 
Directing: Provides positive and dynamic leadership, maximum opportunities, proper motivation of personnel and the ability to command people. 
Controlling: After all other elements are in place, a manager's job is not yet finished. The need to continuously check results against the goal in hand and take any precautions if necessary to make sure that the goal plan remains on track at all times (Hartzell, 2019).
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Maslow’s hierarchy of needs:
is a theory in psychology proposed by Abraham Maslow in his 1943 paper “A theory of Human Motivation.” Healthy human beings need a certain number of needs and these need to be arranged in a hierarchy for example, things such as physiological and safety needs are more primitive and or basic needs more than others. The ‘hierarchy of needs’ is presented as a level of five on a pyramid, with the higher needs coming into focus only once lower or basic needs are first met. Maslow called the remaining bottom four levels of the pyramid ‘deficiency needs’ the reason for this is if a person does meet the requirement they will not feel anything, but they will become anxious if they are not met (Burton, 2012).



Here is an example of the five levels on the pyramid:
[image: C:\Users\Nesli\AppData\Local\Microsoft\Windows\INetCache\Content.MSO\FCD47B18.tmp]

I believe this theory relates to my workplace in some aspect as I feel without the basic needs, esteem and self-actualization will not give any sort of motivation for any worker. Without motivation the person in question will not feel any responsibility or empowerment to try harder within the workplace. However, if appreciation of hard work or a sense of achievement was made aware this would help me personally to worker harder in order to receive a praise or an award (Mclead, 2018).

Different treatment for day and night staff:
Station cars being a small size organisation with less than 15 people working inside the office who manage the office should in fact be a lot easier then managing a large size type of organisation. We have one general manager, four main controller's and the rest of team are telephonist who assist the controllers on a day basic's. Being one of the night staff I feel as if the day staff are more beneficial then myself. For example, they have in total four staff working during the day shift and only two of us in the night shift. The day controller who starts at 6am is only on his own for 1 hour until the next staff who arrives is in at 7am and has three other staff members with them throughout the day until their shift finishes at 6pm. Whereas the night controller only has one other member of staff until 12 midnight and then they are by themselves for six hours. I believe this is unfair as night staff work during the night during unsocial hours, no one to interact with or even be able to share an opinion on issue. This all falls on the poor management used within the company station cars. I also feel it is harder for a person to work at night by them self as sometimes it can get busy and myself personally miss a few calls from customers as I get held up on a call. For example, a lot of customers ring early morning to book in their return flights from American as there the united kingdom is five hours ahead of the united states. 

Different equalities between Genders
Being the only female controller in the office and working alongside over 100 male drivers it can very changeling at times. For example, at first when I started as a controller some drivers did not accept the authority I had over them all because I was a female. Over time once they got used to my working patterns and how I would discipline drivers if they refused jobs or mistreated customers they slowly but surely started to change their behaviours. Also, being the only female controller, I feel as if I am overpowered by working with all men. I feel as if my opinion or feelings do not really count as I am the only female controller. I believe I would feel more at ease if I had another female controller or manager in which I can rely my issues or concerns too. 

Appreciation 
When someone feels appreciated they go the extra mile and do more than they are excepted to do or paid for. Stations cars is open 24 hours 7 days a week which means the whole team end up working through bank holidays, Christmas holidays, Easter break etc... Some of these holidays means more to some people than others. Most of us in the group are married and with small children and these special days mean a lot to our families. Having only five days in a year where the paid is double which falls onto the Christmas shifts means missing out on quality family time. Getting a bit more than double pay or feeling appreciated whilst covering these shifts would go a long way for all staff members. For example, treating all staffs for lunch/dinner whilst they are working on that particular shift or making regular treats to all members once a month. These types of rewards would make the employee feel more at ease and maybe there would not mind doing them shifts after all.

Human Relation Approach
· Needs attention – More emphasis on work such as, job enrichment or job rotation.
· Social Interaction – More conscious of workers feelings
· Individual Achievement – More management control over the whole team and as well as individual appreciation. 

Working for Station cars for several years I have not had much appreciation for the hard work I always put in when I am on my shift.  For example, I always turn up before my shift starts, I always interact with customers/drivers with a polite and well-spoken manner. However, I believe the company I work for needs to look at Human relations approach to change the way their colleagues think about them as a company. Because  so far the feeling we all get from working for this company is not feeling appreciated even when we do go the extra mile. I will still continue to arrive before my shift starts and always do more than I am expected to because it is not in my nature to do otherwise.  For my boss or manager to recognise the hard work I always put in would make me feel more appreciated and I would feel more respected and valued working for them. 

Hawthorne studies 1924- 1932:
· Influenced transitions from classical approach to human relations approach 
· illumination studies-  Interested in how changes in a work environment would impact productivity. 
· Hawthorne effect- The more attention given to someone, the more likely their behaviour will change. 

Section 2.1
Recommendation's:
The key points needed to change in my chosen organisation within  Stations Cars is:
· Equal rights for all genders - 
Gender equality does not mean that males and females must always be treated the same. It is possible to have different levels of legal rights for example, only females can ever require maternity leave (Alba, 2018). However, In Station Cars all genders need to be treated the same regardless of their position in the company especially the female workers as they are more male leaders in this organisation.  We need to feel equal to the rest of the team and be given the same treatment as everyone else. Our opinions or feeling towards certain things need to heard.
· Same amount of staff’s working on day and night shift –
Even though day time can get busier due to school runs and appointments are customers have on a daily basis, it can also easily get busy at nights due to people going out for meals, clubs or cinema. This require us in the office the same amount of staff  during the day as well as night. For example, from my own experience of working nights as we are based in a train station it does get busy at nights as everyone is coming back from work and trying to get home as soon as possible by booking a taxi with us. In order for us to achieve this as a company, I would need more staff at night times to answer phones, whilst I deal with the customers at the window. Regardless of it being day or night shift we need to have the same amount of time during both shifts as well as not leaving anyone on their own for longer than a hour at the most.
· Making the worker feel appreciated – 
In order to turn that around and get more of the praise and the acknowledgement you deserve, the one thing you can not afford to do is let your performance slip (Alton, 2018). Even though I feel unappreciated I always do my best not to let my performance show any different on how I am treated. From personally experience I use a few ways to stay motivated within my work place such as, focusing on small victories or motivating myself with goals. Being one of the night controller and having great night staff that I work with regularly, I also feel they do not feel appreciated either at work, so I treat  them to dinner or buy them snacks, so we can all share within the office. I do this because I do not want them to lose their motivation which could reflect on their overall performance which could in fact affect my work load as well. However that being said, this should be investigated and changed by the management within the company for example, the general manager by speaking to the boss and suggesting rewards or appraises to be given to all staff members. But until things improve I will always continue to treat the staff I work with help them perform at their best on my shift. 

Section 2.2
Share of Best Practises:
I have found the best type of methods to be used within my workplace at Station Cars should be the Hawthorne effect which relates to the human relations approach. Working in  a small size organisation and having only one general manager to report to if something goes wrong or bothers me I feel this approach is needed and easily to apply with a small amount of staff. For Instance, If the general manager used this approach for us within the workplace it would impact on productivity as well as staff members behaviours would also change.
Another approach I found to which can also be used to improve current employees’ mood and behaviour is Maslow’s hierarchy theory. As this would help with self esteem and motivation. Motivation is key in any work place as if a person get the right amount of attention it would show clearly in their overall work performance.  The other factors on the pyramid are basic needs but the two at the right top can be changed depending on the manager in charge.


Conclusion:
After carefully researching and analysing on applying critical thinking within my chosen work place at Station Cars I have found that certain values, beliefs and attitudes within a organisation can impact on workplace behaviour. After looking into different types of management theories I found two theories which would work best for Station Cars. These Theories are Hawthorne effect which relates to human relation approach and to motivate workers attitudes is Maslow’s hierarchy theory. Both of these theories would show a positive effect within the company I work for and if they  used these theories I mentioned the behaviours of workers and workplace structure will definitely change for the better.  Without these theories being applied into the organisation certain workers i.e. myself  or others working for this company would seriously think about changing jobs or even worst not working like they used to which would reflect on their overall work performance.  I have learnt that in many organisations critical thinking should be heard and applied to improve the workers attitudes and workplace systems put in place. However saying that, learning about Maslow’s hierarchy theory was very interesting to see apart from the basic needs the self esteem can affect a lot of people behaviours as well as the other factors on the pyramid depending on how their were treated within the workplace.  In this conclusion I believe critical thinking was applied and researched in which theories needed to be applied in order to improve current workplace situations in place.
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