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TASK 1
A culture simply emerges when people of different beliefs and backgrounds come together. The group of potentials, practices and values that notify and director the activities of all team members is organizational culture. Positive traits are exemplified through a good culture that led to improved performance (Warrick, 2017).  In the corporate world, work life has been utterly transformed due to COVID-19 pandemic along with another external environment. In the report, key business environmental scanning or analytics tools will be introduced. Environmental and organizational analysis tools will be used in the report for evaluating the chosen organization within its broader environment. The workplace culture of Costa Coffee will be discussed, and two ethical dilemmas will be identified that may or will affect organization’s performance. 


[bookmark: _Toc80731584]INTRODUCTION TO COSTA COFFEE 
Costa Coffee is a subsidiary of The Coca-Cola Company and is a coffeehouse chain. The company was originated by two brothers Sergio Cost and Bruno Costa in 1971. The company headquartered in Dunstable, England. As of October 2019, 2467 outlets are operated by the Costa Coffee in the United Kingdom. Overseas, 1413 stores are operated by the company in 32 countries. Costa Coffee sells cold drinks, hot drinks, cakes and pastries, sweet snacks, reusable cups, and savory snacks. Seasonal menus are offered by the brand which include both snacks and drinks (Costa Coffee, 2021). With three Chocolate brands (Terry’s, After Eight and Quality Street), the brand collaborated in 2020 for some for their limited edited Christmas drinks. Costa Coffee canned coffee is launched by the Coca-Cola in 2020. In several stores including Asda and Sainsbury’s, the canned coffee is sold.    
During lockdown, most of the UK coffee shops of Costa Coffee that were closed due to COVID-19 pandemic have now reopened, but COVID-19 impact remains “challenging” for the company. It has been said by the company that up to 1650 roles or jobs are at risk of being cut due to reducing costs as the impact of COVID-19 (BBC, 2020). It has been found that growth of the company has been impacted widely by COVID-19 pandemic and a wide impact has been left by pandemic on the economy. Due to COVID and external environment, it is not easy to establish new coffee company at the level of Costa Coffee. 
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Techniques and tools that help businesses in understanding their organizational environment and thinking more strategically about their business are business analysis or scanning models. These include SWOT, Porter’s Five Forces Framework, PESTLE etc. Business environmental scanning and analytical tools that will be used in the report includes Porter’s Five Forces Model and PESTLE which will help in evaluating the organization within its broader environment. 
A tool which helps companies have a ten-thousand-foot assessment of the macro atmosphere it is functioning in is PESTLE or PESTLE Analysis (Perera, 2017). By helping companies understand how business are affected by external factors, this tool help companies in determining their long-term effect on their business activities and performance. PESTLE technique for an environmental scanning of firm includes analysis of social, political, technical, economic, environmental, and legal factors of the environment. Specific choices are made by the company with the results from PESTLE analysis when planning the future of the company such as new product development, brand presentation, changes in company’s structure etc (Hans, 2018). 
A framework for analyzing competitive environment of a company is Porter’s Five Forces. This is one of the widely used business environmental analytical tools (Bruijl, 2018). A starting point for formulating strategy is provided through five forces analysis to the company and the competitive landscape is made understood by company in which it operates. It has been revealed by the five competitive forces that beyond current competitors, competition extends. An extended rivalry includes substitutes, customers, potential entrants and suppliers. A competitive strategy can be developed by the company that best defends contrary to the competitive forces or impacts them in its favor with the aid of Porter’s Five Forces Model. Competition, the threat of substitute services and products, new entrants into the industry, buyer power and supplier power in the market is identified by Porter’s 5 Forces (Pervan et al. 2018).     
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PESTLE ANALYSIS OF COSTA COFFEE (External environmental analysis and key drivers of change) 
Political factors- Company’s growth is affected and impacted through the factor of politics. From country to country, the effect of political decision on Costa Coffee differs. In 32 countries, Costa Coffee operates, and the rules set by the government of that country has to be followed by the company (Costa Coffee, 2021). The labor in China is very cheap so the prices can be easily kept down there in the company for luring other consumers and if the focus of the government will be mostly on people, then there will be very stiff laws and, in that environment, it will turn into hard for the company to operate (MBA Skool Team, 2020). The three largest coffee-focused branded chains in the UK even after Brexit are Caffe Nero, Starbucks and Costa Coffee.  It has been found that under the political factor of the company there is a comparatively low risk which can provide big advantage to the company. 
Economic factors- A window of opportunity is opened up for the company for increasing its revenue and expanding its market by the economic growth in developing countries. China as one of a developing country is growing very rapidly and there are changes in consumption habits with the increasing income of the individuals there which is valuable for the corporation. In China, Costa Coffee is deed so well as by 2022 it is scheduling to open up 1200 stores in China (MBA Skool Team, 2020). A sales decline has been suffered by the UK’s branded coffee shop for the first time in over long years due to the impact of COVID-19 pandemic (Smail, 2021).  By offering delivery, Costa Coffee have responded to restrictions. A growth has been also seen in drive-thru coffee outlets due to pandemic restrictions and in this area, Costa Coffee is having the largest UK presence. Growth opportunity will be provided to the company as the company is coming up with new store formats, technology led-solutions and significant innovation due to COVID-19 pandemic (Smail, 2021). 
Social factors- The business for Costa Coffee is impacted as the social trends are changing rapidly. It could be either changes in the preferences or because of changing in income of individuals. Both threat and opportunity will be provided by it for a company. There is rising in income in developing countries which leads to changes in individual’s consumption habit which is advantage for the company. People in India and China started desiring going out for coffee, snacks and food. For the company this creates opportunity for growing its consumer base (MBA Skool Team, 2020). People on the other pointer are fetching more healthiness mindful and coffee is seen by many people adversely in terms of wellbeing and thus may twitch evading it overall. The company can further expand its business by concentrating towards the changing preferences and needs of the growing population. 
Technological factors- For remaining technological advanced in this cutthroat competition world, millions of dollars are spent by the companies all over the world. Costa Coffee always keeps itself updated as per new technologies. For managing HR and payroll processes, the company is investing in technology. Following the impact of COVID-19, digital customer journey is reimagined by the company. By exhausting Costa Coffee’s portable ordering facility via the company’s club app, pre-ordered drinks can now collect by the customers (QSR Media, 2020). Hands with Barclay card is also joined by the company for launching a recyclable cup with combined contact-less payment tools. 
Legal factors- Working under the legal agenda fixed by judicial bodies and government of that nation is very important for Costa Coffee. According to the law, law mentioned for treating labors compassionately and definite basic operational environments essential to be satisfied. But workers at Costa Coffee are not treated like individuals. Against the company, many of its staffs criticized that there is a very poor working conditions at Costa Coffee. For more than 60 hours a week employees have to work while the contract mentioned only 48 hours per week work. Moreover, for training, 200 pounds is charged by the company from its employees. By effectively following government rules and regulation, the company can expand its business. Laws related to employees must be considered by the company which will also keep employees satisfied (Costa Coffee, 2021). 
Environmental factors- Providing services and products which are sustainable in one way, or another is became the huge responsibility of companies with growing consciousness of individuals of the climate alteration. For stopping wasting lots of cups in a landfill, the company has decided that the same value of takeaways cups will be recycled that are used by its customer annually. Roastery is also opened up by the company in Essex which is built for making sure zero waste to landfill and effectual machines for dropping energy consumption (Costa, 2021). 
PORTER’S FIVE FORCES OF COSTA COFFEE (Industry analysis)   
The threat of new entrants- The moderate force or threat of new entry us faced by Costa Coffee. With changeability of the real cost of founding and sustaining actions in coffeehouse business, the modest cost of undertaking corporate is association. For example- there is low cost of functioning a small coffeehouse as company to the operating total of a coffeehouse chain (Duke, 2018). There is lower supply needs of smaller cafes and corresponding costs of supply chain. Smaller firms are enabled with these external factors to do business and compete against Costa Coffee. Brand development on the other hand is costly. Years are required for brand development and reaching the level of strength of Costa Coffee. There are limited resources with small coffeehouses for developing their brand. New entrants are attracted towards the coffee industry due to growth of this industry. Thus, the moderate force or threat of new entrants is imposed against the company with the mixture of these outside factors. 
The threat of substitutes- The strong force or threat of substitution is experienced by Costa Coffee. As there is high substitute availability, low switching costs and high affordability of substitute products, which indicates that strong potential is hold by substitutes to negatively impact business of Costa Coffee. It is made easy for consumers with high availability of substitutes to buy these substitutes instead of Costa Coffee products. Substitutes such as instant beverage powder and purees, ready-to-drink beverages etc are willingly obtainable at numerous outlets such as supermarkets, grocery stores, fast food, and fine-dining eateries etc. In addition, the threat of substitutes is further strengthened due to the low switching costs as for consumers it is easy to buy substitutes instead of Costa Coffee products (Adamkasi, 2020).  Also, some of the product’s costs less and are affordable as compared to the products of Costa Coffee. 
Bargaining power of suppliers- The weak force or bargaining power of suppliers is there for the Costa Coffee. Big overall supply, high variety of dealers and moderate size of specific suppliers pay to the weak bargaining power of suppliers on Costa Coffee. The bargaining power of suppliers is weakened with the high variety of suppliers. There is an option for the company to buy from different suppliers. There are various strategies and competencies with suppliers that is used by them for competing against each other so that more revenues can be gained by supplying more materials like coffee beans to Costa Coffee. Around the world, there are many suppliers of tea and coffee which also limits individual supplier’s influence (Adamkasi, 2020). During bargaining with the suppliers, the sales level of the company is the strength as the suppliers are eager to get bond from such huge corporations for generating economies of scale.          
Bargaining power of buyers- The strong force or bargaining power of customers or buyers is experienced by the Costa Coffee. The bargaining power of buyers in this component of the Five Forces analysis is among the most significant forces due to which the company is affected. There can be easy shift by customers from Costa Coffee to other brands based on the low switching costs. In addition, there is availability of high substitute which means if customers want, they can stay away from Costa Coffee as many substitutes are available such as instant beverages from vending machine. It is overshadowed the fact with these strong factors that compared to total revenues of the company, individual purchases are small. There is weak effect of individual buyers on the corporate with the small size of specific purchases (Duke, 2018). Despite such weakness, the bargaining power of customers is strengthened by the other two external factors i.e., high substitute availability and low switching costs. 
Rivalry- In the food service and coffeehouse industries, the strong force of competition or competitive rivalry is faced by Costa Coffee. An external factor i.e., the large number of firms intensifies competitive rivalry. There are many competitors of Costa Coffee such as Starbucks. In terms of strategy and specialty, the population of competitors is moderate. The level of competition in the industry is furthered strengthened with such moderate variety. Also, due to the low switching costs the competition is strengthened (Adamkasi, 2020). 
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For understanding culture of the company, the cultural web model is one way. The cultural web model was established by Gerry Johnson and Kevan Scholes in 1992. Six interrelated elements of organizational cultural are identified in the Cultural Web and with these elements, the culture at Costa Coffee will be analyzed and discussed (Chauhan, 2020). The questionnaire is attached in appendix of this report. Six cultural influences include-
Stories- From the stories currently told by the people and from the past about Costa Coffee, it is found that in 1971, the Costa Coffee floor initiated when Bruno and Sergio arrived in London with a scorching desire for creating great tasting coffee a part of ordinary life. In the world, Costa Coffee is presently second largest coffeehouse chain and the largest in the UK. Now there are over 4000 Costa Coffee shops and 10,000 smart café machines worldwide (Costa Coffee, 2021). 
Individuality is celebrated at Costa Coffee from team associates to board members and a community is encouraged where everybody is welcomed and free to be themselves. Employees are rewarded at the company for their commitment towards organizations. A supportive environment is created at Costa Coffee for its employee and the workplace is dynamic and fast-paced. Real career opportunities are offered by the company for learning, developing new skills and trying in a different part of a business. The safety of team at the company is ensured during COVID-19 pandemic. For protecting team members and delivery riders, social distancing and enhanced hygiene measures are introduced by the company in-stores. Protective equipment is provided to the teams at the company and Perspex screens have been installed (The Coca Cola Company, 2020). 
Ritual and Routines- Comfortable and clean environment is expected by the customers along with variety of services, drinks and food. Consumers are cautious and steadily adjusting to the ‘new normal’ after the lockdown restrictions ended in the UK. New changes are brought in behavior of consumers where safety and hygiene are now a top priority. They expect that best hygiene practices must be implemented by the company for keeping them safe. Social distancing norms and masks and sanitization by staff is expected by the customers during COVID-19. Nowadays, consumers are very health conscious, and the health trend is embraced by consumers. Credible choices are provided by Costa Coffee and for reducing added sugar across its beverage range, proactive steps are taken which will enhance overall nutritional profile. It has been also committed by the company to reduce the salt content of its sandwiches so that a nutritionally balanced mix of menu items can be provided to the customers (Allidina, 2016). 
Symbols- Uniform is wear by all the employees of Costa Coffee for showing unity within the company as well as pride. The dress color for the employees is black with costa top, name, apron, and barista bags. Free samples are provided by the company to the customers as a part of promotional strategy of new product for getting review about product and increasing purchase intention. Logo is used by the company on the cups that are served to its customers. The whole and burgundy color palette of the visual identity of the company is a reflection of confidence and patron, inducing a sense of friendliness and warmth and making customers’ feels the smell of coffee. ‘Coffee’ is reintroduced by the company as part of the core logotype identity. The visual darts are reintroduced by the company from the very first logo of Costa Coffee. The three-bean logo is created by the company from this which can be used discretely to the wordmarque for creating a broader set of assets for store design use (Costa Coffee Logo, 2021). 
Organizational Structures- Based on business function, individuals at Costa Coffee are grouped as there is hierarchical organizational structure at the company. There are different departments within the company such as a marketing department, HR department etc. A ‘top-down’ approach is used at the company with a long chain of command. All critical decisions are made at Costa Coffee by senior management which the through subsidiary levels of management are passed down. The formal structure is embedded at Costa Coffee as there are official patterns of control and coordination, communication, authority, and workflow. There are rigid regulations, rules, and procedures at the company (Posada and Magdaleno, 2017). 
Control Systems- There is effective reward system at Costa Coffee for its employees in which employees gets reward for good performance which keeps them motivated. Free coffee, costa Ices etc, are offered to the employees during work for making them feel good on a day-to-day basis. Feel Good is a bespoke reward program designed by company’s Baristas that distinguishes teams for appreciating customers and delivering great results. Free 24/7 access is provided to the employees to confidential counselling services (Costa Coffee, 2021). 
Power Structure- It is presented through a model of culture, proposed by Charles Handy (1993) that into four types, organizational culture can be classified i.e., the person or support culture (key individuals are supported in this culture such as experts in the organization with people and resources), the role culture (than the person, role played by the job incumbent is important), the power culture (where with the people occupying the center position, power lies), and the task culture (somehow the job must be completed and organization’s resources are valuable and critical). According to every employee’s specialization, interest and educational qualification, roles and responsibilities are delegated to them. For forming a team, individuals at Costa Coffee come together with common specializations and interests. The real power is hold with the senior management and team leaders at Costa Coffee and also employees are valued and respected (Karapancheva, 2020). Thus, task and role culture are used at the company and along with power at upper management, employees’ views and opinions are also encouraged. 
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 There is relationship between present culture of Costa Coffee and its efficiency in achieving non-financial and financial performance. The performance of employees is influenced as career opportunities and effective reward is provided to them at Costa Coffee which keeps them motivated and allow them to do their best work which leads to increased efficiency and performance. As high focused is placed by the company during COVID-19 on safety of its employees and hygiene practices are adopted as a safety measure which reduces jobs stress and enhances their performance (Kim et al. 2017). The management at Costa Coffee value the opinions and views of the employees and encourage them to be creative through which positive relationship is established within the workplace. Credible choices are provided by Costa Coffee to its customers as there is increase in awareness of people towards health and for these effective measures are taken by the company so that added sugar can be reduced across its beverage range and this helps in achieving non-financial performance as it leads to customers satisfaction and reduced complaints (Warrick, 2017). A sustainable competitive advantage is provided to Costa Coffee due its positive organizational culture as throughout the organization there is transparent communication. An innovative business environment and excellent customer service is promoted which positively impacts financial and non-financial performance of an organization. 
Ethical Dilemma 
A state in which an agent positions under two or more conflicting ethical requirements, none of which overrides the other is called ethical dilemma. If the agent can do one or the other but not both, two ethical requirements are conflicting, and the agent has to choose one over the other (Hedge, 2021). 
Ethical Dilemmas at Costa Coffee 
For celebrating 50th birthday, Costa is offering discounted hot drinks, but the chain failed to deliver on its 50p drink promise due to which fans of Costa Coffee were left disappointed. For this offer, downloading the Costa Coffee Club app was needed by all the customers and the app can scan when they purchase a drink. Due to high demand for the offer, customers were left without their celebratory drink after the app stopped. It is admitted by a spokesperson for Costa Coffee that the app was experiencing technical difficulties. It is claimed by some customers that Costa Coffee had “conned” them (Munbodh, 2021). 
Numerous claims have been made by Costa Coffee workers alleging poor working conditions crossways 29 franchise stores. A minimum of £200 has been charged from the staff for their own training. It had been also claimed by an anonymous former employee at a store that from their salary, they had almost £1,000 of their holiday pay deducted. Employee complained that due to the “long hours” it is impossible for them to find time to see their children and a severe amount of emotional distress is suffered by them as a result. It is also claimed by the employees working at franchise stores that the company do not treat employees as human beings and “complete lack of empathy and feelings consideration” is complained by them (Yusuf, 2019).  
Choices of action 
A discounted brew should be given to registered Costa Coffee Club mobile app by scanning the app as a part of promotion which will provide satisfaction to customers that the company is trying to reach its promise even after facing technical issues. Through this positive relationship will be fostered. All customers questions related to this issue must be answered honestly by the company as lying about cause of issue can lead to negative relationship with customers (Munbodh, 2021).  The customers query in case of issues while using app must be solved by allowing them contacting service through comments, helpline number, chatbots etc. The detailed description should be posted at company’s website related to ways for fixing the problem related to app use.    
An independent audit must be launched by Costa Coffee and all of their Individual Franchise Partners must be informed about this audit for authorized and ethical obedience of their actions specially in employ matters. Working conditions must be outlined for franchise partners by Costa Coffee for employees. Employees should be allowed for raising any questions and contacting team at Costa Coffee related to pay, leave or any other issue. It must be reassured by Costa Coffee to franchise partners that illegal and unethical behavior will not be tolerated by team members and customers in any circumstances (Yusuf, 2019). These actions will promote employee rights and they must be treated like human beings with souls, families, and emotions rather than just “resources”. 
[bookmark: _Toc80731589]CONCLUSION
Thus, it can be concluded that positive organizational culture leads to positive impact on the performance and job satisfaction of employees which in turn increases financial and non-financial performance of organization. In the report, key business environmental scanning or analytics tools were introduced. Environmental and organizational analysis tools were used in the report for evaluating the Costa Coffee within its broader environment. The workplace culture of Costa Coffee was discussed using cultural web and two ethical dilemmas were identified that may or will affect organization’s performance. 



TASK 2
REFLECTIVE ESSAY
DISCUSSION
GIBBS REFLECTION CYCLE
I was happy with my admission in the BALM program and join June 2021 term with the UWTSD and I found the module’’ Workplace Culture and its Impact on Organizational Efficiency’’ very efficient. The module WCO it provides me with extensive knowledge about of meaning of CULTURE in any organization. Is about internal view of employee experience with the workplace, how the leadership keep them loyal, engaged, and devoted. Every culture is unique in every organization. I been able to understand importance of workplace culture, how this work, how the leader influence socialization and demonstrate information which the leader provide how quickly employee can learn about company culture.
FEELING
At the beginning of the module Workplace culture and its impact of organizational efficiency I was confused about what I should learn and what is the importance of culture in any organization. There has been various good as well as bad experiences during the process of learning. I was doubt if I would be able to achieve and accomplish my academic objectives about the topics that I was aware of. I tried sinking in everything that were explained in class and I speak with my colleagues, and this make me understand and increase my knowledge about workplace culture that before I do not have any idea about it.
EVALUATION
The experience during the process of learning was good and enhance my exposer, confidence and I believe that my employability skills is massive improved. On the other hand, I faced some difficulties in my process learning when I had COVID-19 and I do not been able to fully grasp everything in the class. This creates a challenge for me.
ANALYSIS
Learning is a major part of the process in gaining understanding about the various things such us skills, knowledge, employability, which they are involved with studies. Time has made me realize, the if a person can manage it, when there is limitation, then that individual can make best use of every single minutes. If I was not doing the missing from class during my sickness with covid-19, which this create a gap in my learning, now I realize that the short note is the most effective way to enhance learning and understand everything.
CONCLUSION
In the conclusion I found the module ‘’Workplace culture and its impact of organizational efficiency’’ the most interesting and creative for me. I have been able to realize that everything cannot be understood at once and it should be broken down if there are so many things happening. 
ACTION PLAN
My action in future if I face the same problem with my learning is to be more confident with myself, make more notes, ask more question, be more interactive with people and this will make a big difference in my process of learning. 
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	· What stories are currently told by the people about your organization? And from the past?

	· What stories are told by employees at Costa Coffee to people who join the organization?

	· What do customers expect when they walk in Costa Coffee?        

	· Are there any status symbols used in Costa Coffee?

	· Is the structure hierarchical or flat? Formal or informal?

	· Do employees at Costa Coffee get rewarded for good work or penalized for poor work?   

	· Who has the real power in the organization?



Source: Creating by author
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