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[bookmark: _Toc1352957108]1.Executive Summary
This report critically examines how my personal beliefs, values and attitudes influence workplace behaviour within Perfect Pooch, a pet-care business providing dog grooming, pregnancy scanning and microchipping. It highlights the role of critical thinking in making ethical, welfare-focused decisions and managing customer expectations. This report also evaluates cognitive biases, reflective practice and management theories, demonstrating that Modern Management Theory, particularly Contingency Theory, supported by transformational leadership and emotional intelligence is the most effective framework for my business. Overall, the report argues that ethical awareness, emotional intelligence and continuous reflection are essential for effective management and high-quality service in the pet-care industry.
[bookmark: _Toc1401137032]2. Introduction
This report critically analyses how personal beliefs, values and attitudes influence workplace behaviour within my business, Perfect Pooch, which provides dog grooming, pregnancy scanning and microchipping services. As the sole decision‑maker, my personal mindset significantly shapes operational decisions, ethical judgement, customer interactions and the long‑term strategic direction of the business. In small organisations, the values of the owner often become embedded within the organisational culture, shaping behavioural expectations and professional standards (Schein, 2010). 
The pet‑care industry presents unique emotional challenges. Many customers view their dogs as family members, meaning services such as grooming and pregnancy scanning involve emotional, financial and welfare considerations. As a result, conflict may arise when professional judgement regarding animal welfare differs from customers' expectations or beliefs.
This report begins by examining the idea of critical thinking and its importance in professional decision‑making. Critical thinking enables individuals to question assumptions, evaluate evidence and make balanced judgements rather than relying on automatic or emotional reactions. Within an animal‑care environment, this is essential when assessing welfare concerns, managing customer expectations and responding to complex situations.
[bookmark: _Int_dii0eBUO]The report then explores the distinctions between beliefs, values and attitudes, analyses how these influence workplace behaviour and decision‑making. It also considers the impact of cognitive bias on professional judgement and interpersonal interactions. Furthermore, key management theories are evaluated, demonstrating that such theories are not value‑neutral but are interpreted through individual belief systems.
Finally, through reflective practice and workplace scenarios, the report evaluates how my own beliefs and values influence professional behaviour within Perfect Pooch. It argues that effective management in the pet‑care industry requires not only technical ability but also critical thinking, ethical awareness and ongoing self‑reflection.

[bookmark: _Toc482698437]3. Critical Thinking in the Workplace
Critical thinking involves analysing assumptions, evaluating evidence and making informed decisions rather than reacting automatically or emotionally (Paul & Elder, 2014). Within professional environments, critical thinking enables individuals to question bias, interpret information fairly and make reasoned judgements. In an animal‑care business such as Perfect Pooch, this skill is essential to ensure safe, ethical and responsible practice.
At Perfect Pooch, critical thinking is applied in a range of situations requiring professional judgement and responsibility. For example, I must assess behavioural stress signals before grooming, interpret ultrasound images during pregnancy scanning, determine whether it is appropriate to microchip an unwell animal, and manage disagreements with customers. Each of these situations requires observation, evaluation, reflection and ethical reasoning rather than instinctive reactions. By analysing available information and considering possible outcomes, I can make decisions that prioritise both animal welfare and professional standards.
Critical thinking is particularly important in management because decision‑making can be influenced by cognitive bias. Cognitive biases are consistent errors in judgement that occur when individuals rely on assumptions or previous experiences rather than objective evidence. Carter (2012) suggests that individuals often depend on automatic thinking processes, which can result in inaccurate interpretations of situations.
One example is confirmation bias, where individuals lean towards information that supports their existing beliefs while ignoring evidence that challenges them. Within my business, this may occur if I assume that a severely matted dog has been neglected. While neglect may sometimes be a contributing factor, critical thinking requires me to consider alternative explanations such as illness, lack of grooming knowledge, financial difficulties or changes in the owner’s circumstances.
Another relevant bias is authority bias, which occurs when individuals assume their professional opinion is automatically correct due to their expertise or position. As the owner of Perfect Pooch, there is a risk that I may unintentionally communicate in a way that appears overly authoritative or dismissive of customer concerns. Recognising this bias allows me to adapt my communication style by actively listening and explaining professional recommendations in a more supportive and respectful manner. 
Critical thinking also plays a crucial role in managing animal behaviour and safety. For instance, if a dog becomes aggressive during grooming, it is necessary to evaluate whether the behaviour is caused by fear, pain, environmental stress or previous negative experiences. A purely reactive response, such as attempting to force completion of the groom, may increase the risk of injury. A critical thinking approach supports a balanced assessment, which may involve stopping the procedure, adapting handling techniques or recommending veterinary advice. 
However, while critical thinking supports reasonable and ethical decision-making, it may be limited by time pressures and emotional demands within a busy working environment. In practice, decisions often need to be made quickly, which can increase reliance on intuition rather than structured analysis. This highlights the importance of developing reflective practice to strengthen critical thinking over time.
Overall, critical thinking enhances professional practice by promoting reflective decision-making, reducing the impact of bias and supporting ethical responsibility. By evaluating evidence before acting, I am better able to make balanced decisions that protect animal welfare, maintain professional integrity and foster positive customer relationships.
The application of critical thinking can also be understood through the RED model (Wulandari et al., 2021; Letseka & Zireva, 2013), which consists of three stages: recognising assumptions, evaluating arguments and drawing conclusions. Recognising assumptions involves identifying personal beliefs or initial interpretations that may influence judgement. Evaluating arguments requires analysing evidence and considering alternative perspectives. Drawing conclusions involves forming reasoned decisions based on objective evaluation rather than emotional reaction. This model provides a structured framework that supports more consistent and effective decision-making within professional practice. See Appendix A for the image of the RED model.

[bookmark: _Toc1989411000]4. Understanding Values, Beliefs and Attitudes in the Workplace
Understanding the difference between values, beliefs and attitudes is essential when analysing workplace behaviour, as these shape how individuals interpret situations, make decisions and interact with others. Although they are closely related, each plays a clear role in influencing professional judgement and behaviour.
Beliefs are assumptions that individuals accept as true, often shaped by personal experience, cultural background, social influences and professional training (Rokeach, 1985). Values represent deeply held principles that guide behaviour and inform moral decision-making, while attitudes refer to evaluative responses, either positive or negative towards people, situations or tasks, together these factors form a framework through which individuals interpret workplace experiences.
However, a limitation of relying on shared organisational values is that employees and customers come from diverse backgrounds and may hold conflicting beliefs. This can create challenges for managers when attempting to maintain consistency in decision-making and organisational culture. As a result, effective leadership requires not only clarity of values but also adaptability, open communication and cultural awareness.
Within my own professional setting, my strong commitment to animal welfare has been shaped by both personal upbringing and professional experience. Growing up in an environment where animals were treated with care reinforced the belief that animals should not experience unnecessary suffering. This belief has been further strengthened through training and experience within the animal-care industry, where welfare considerations are central to professional practice.
In a business such as Perfect Pooch, which offers dog grooming, pregnancy scanning and microchipping services, values such as compassion, integrity and a commitment to animal welfare significantly influence decision-making. For example, a groomer may refuse to complete a service if it is likely to cause distress or harm to the animal. While this reflects ethical responsibility, it may also lead to tension when customer expectations conflict with professional judgement. This demonstrates the complex relationship between personal values and workplace behaviour. To ensure professional standards are met a consent form is used for all services (see Appendices C).


[bookmark: _Toc1762136143]4.1 Beliefs
Beliefs influence how individuals interpret situations and form judgements. Within Perfect Pooch, one of my core beliefs is that animal welfare should always take priority over profit. This belief directly impacts decision-making, such as stopping a grooming session if a dog shows signs of distress, even when doing so results in financial loss or disruption to the schedule.
However, beliefs can also contribute to unconscious bias. For instance, assuming that certain dog breeds are naturally aggressive may influence handling approaches before behaviour has been fairly assessed. This highlights the importance of applying critical thinking to challenge assumptions and ensure that decisions are based on evidence rather than guesses.

[bookmark: _Toc1852613796]4.2 Attitudes
Attitudes reflect an individual’s emotional and behavioural responses to situations and are influenced by both beliefs and values. In a professional setting, attitudes can fluctuate depending on factors such as workload, stress and previous experiences. (Ajzen, 2001).
Within my workplace, maintaining a calm and patient attitude is essential, particularly when working with anxious or nervous dogs. This may involve adapting appointment times, use gentle handling techniques and communicate clearly with owners. However, challenging situations, such as repeated last-minute cancellations, may lead to frustration, which can unintentionally affect communication style.
This demonstrates that attitudes are not fixed and require active self-management. Without self-awareness, negative attitudes may impact customer relationships and the overall working environment. Therefore, emotional control is a key aspect of maintaining professionalism.

[bookmark: _Toc479401172]4.3 Values
Values are deeply embedded principles that guide long-term behaviour and ethical decision-making (Schwartz, 2012). Within Perfect Pooch, core values include animal welfare, professional integrity, compassion, honesty and high standards of care. These values influence both strategic and day-to-day decisions within the business.
For example, when a dog presents with severe matting, brushing may cause pain, skin irritation and potential injury. Although a customer may request that the coat length be maintained for aesthetic reasons, my value of prioritising animal welfare leads me to recommend shaving the coat. This demonstrates how values guide behaviour even when doing so may result in customer dissatisfaction.
However, strong values can also present challenges within customer-facing environments. When individuals hold firm ethical beliefs, there is a risk that these values may unintentionally influence communication style or lead to perceived judgement. This may create barriers to effective communication and negatively impact customer relationships.
Therefore, while values are essential in guiding ethical practice, they must be balanced with emotional intelligence and self-awareness. This ensures that professional standards are upheld while maintaining respectful and empathetic interactions with customers.

[bookmark: _Toc585742597]5. The Impact of Beliefs and Values on my Workplace Behaviour
As discussed in the previous section, beliefs and values significantly influence professional attitudes and behaviours. Within my business, Perfect Pooch, these internal factors directly shape how I respond to challenging situations, particularly when managing customer expectations and making welfare-based decisions. 

[bookmark: _Toc144977572]5.1 Beliefs, Values and Attitudes About Responsible Breeding
The offering of pregnancy scanning services introduces additional ethical complexity within my role. I believe that breeding should only take place responsibly, with appropriate health testing, knowledge and financial readiness. However, some customers may prioritise financial gain over welfare considerations, which can create internal conflict.
In situations where customers focus on potential profit from a litter, I may form initial judgements about their motivations. This reflects confirmation bias, where I interpret information in a way that reinforces my existing belief that profit-driven breeding is often irresponsible. While this belief is grounded in welfare concerns, it may lead to premature assumptions without full understanding of the customer’s circumstances.
Critical thinking enables me to challenge these assumptions by asking reflective questions, such as whether I have sufficient information, whether my response is influenced by emotion, and how I can provide guidance without creating conflict. Instead of making judgements, I aim to adopt an educational approach, offering information about responsible breeding practices and encouraging veterinary consultation where appropriate.
This approach allows me to balance my personal values with professional responsibility. By communicating with empathy and clarity, I can promote welfare-focused practices while maintaining respectful and constructive relationships with customers.
Overall, this section demonstrates that while personal beliefs and values play a crucial role in guiding ethical decision-making, they must be supported by critical thinking, emotional intelligence and self-awareness. Without these skills, there is a risk that strong values may lead to bias, ineffective communication or conflict within the workplace. By reflecting on my behaviour and adapting my approach, I can ensure that my values support, rather than get in the way of professional practice.

[bookmark: _Toc2136351065]6.Reflective Practice in the Workplace
Reflective practice is essential within service-based professions where ethical judgement, emotional intelligence and interpersonal communication significantly influence outcomes. It enables individuals to evaluate their actions, identify areas for improvement and enhance future professional practice. One widely recognised framework is Gibbs’ Reflective Cycle (1988), which consists of six stages: description, feelings, evaluation, analysis, conclusion and action plan. This model supports deeper critical reflection by encouraging individuals to move beyond simple description and engage in structured analysis of their experiences.
The following reflection relates to a situation involving a severely matted dog, where conflict arose between my professional judgement and the customer’s expectations. See appendices B for the image of Gibbs Reflective Cycle.
A customer brought in a long-haired cockerpoo and requested a trim while maintaining a fluffy coat. Upon assessment, I identified extensive matting close to the skin, particularly under the legs, around the ears and across the body. Attempting to brush the matting would have caused significant discomfort and potential injury, so I recommended clipping the coat short. The customer initially resisted this recommendation, preferring brushing to preserve coat length. After further explanation, the customer reluctantly agreed; however, they left the appointment feeling dissatisfied.
During the situation, I experienced feelings of frustration and judgement, as I attributed the condition of the coat to potential neglect. My strong commitment to animal welfare intensified this emotional response and created an internal pressure to assert my professional expertise. This highlights how personal values can influence both emotional reactions and behaviour in the workplace.
In evaluating the situation, my decision to prioritise animal welfare was appropriate and aligned with professional standards. However, my communication could have been more effective. While I provided a clear explanation of the technical reasoning, I did not fully consider the customer’s emotional perspective or circumstances. This may have contributed to their dissatisfaction.
Further analysis reveals that my response was influenced by both confirmation bias and emotional attachment to animal welfare. I made an initial assumption about the cause of the matting without exploring alternative explanations, such as lack of knowledge, time constraints or personal circumstances affecting the owner. Additionally, my communication style may have reflected elements of authority bias, as I focused on delivering a professional judgement rather than engaging in a more cooperative discussion.
From this reflection, I conclude that while my technical decision-making was correct, my interpersonal approach required improvement. Effective professional practice involves not only making ethically sound decisions but also communicating them in a way that is empathetic, supportive and non-judgemental.
As a result, I have identified several actions to improve future practice. Firstly, I will adopt a more empathetic communication style by acknowledging the customer’s perspective before providing technical explanations. Secondly, I will ask open-ended questions to better understand the customer’s circumstances and level of knowledge. Thirdly, I will provide aftercare advice, such as grooming maintenance guidance, to support customers in preventing similar issues. Finally, I will continue to engage in reflective practice, including maintaining a reflective journal, to monitor patterns in my behaviour and improve emotional regulation over time.
This reflection demonstrates that technical ability alone is insufficient in a customer-facing environment. Reflective practice strengthens decision-making, improves communication and supports ongoing professional development. By applying Gibbs’ Reflective Cycle, I can critically evaluate how my beliefs, values and attitudes influence my behaviour, leading to more effective and balanced professional practice.

[bookmark: _Toc1351839073]7. Generational Differences
Generational differences influence workplace behaviour, communication styles and customer expectations. Individuals shaped by similar historical, social and technological environments tend to develop shared behavioural patterns (Tolbize, 2008). Older customers, such as Baby Boomers and Generation X, often prefer telephone or face to face communication and value reliability, consistency and personal service. Younger customers, including Millennials and Generation Z, tend to use digital platforms, expecting speed, convenience and flexible booking options.
However, generational theory has limitations, as overgeneralisation can overlook individual preferences, personality and experience. Therefore, while generational awareness provides useful guidance, it should not strictly dictate behaviour.
Within Perfect Pooch, these differences shape both customer interactions and management approach. I adapt communication based on the customer's generation; older customers receive clear, formal explanations and appointment confirmation by phone, while younger customers receive prompt social media responses and updates. 
Generational awareness also influences my leadership style, supporting flexibility, independence and digital solutions, while balancing the expectations of different customers.
Critically, recognising generational differences supports a welcoming service and long-term loyalty. Adapting communication strategies ensures that all customers feel understood and valued. This demonstrates that effective management requires not only technical ability but also reflective awareness of social and generational factors.

[bookmark: _Toc2095503878]8.Management Theories in the Workplace
Management theories provide frameworks for understanding workplace behaviour, leadership and decision making. However, their practical application is shaped by personal values, beliefs and attitudes. Within Perfect Pooch, classical, behavioural and modern theories are evident, though each has limitations in welfare focused and customer facing environments.
[bookmark: _Toc754640858]8.1 Classical Management Theory
Classical management theory focuses on organisational efficiency, structured processes and clearly set procedures. One of the key contributors to this approach was Frederick Winslow Taylor, whose Scientific Management Theory emphasised productivity, standardisation and the systematic organisation of work tasks (Taylor, 1910).
Within Perfect Pooch, elements of scientific management can be seen in structured appointment scheduling, time management and consistent grooming procedures. For example, allocating one‑hour appointments helps maintain an organised workflow and ensures that multiple customers can be accommodated throughout the day.
However, this approach is limited in an animal-care environment, as strict efficiency models fail to account for the unpredictable nature of animal behaviour, meaning some require additional time, patience or reassurance during grooming. In these situations, inflexible time restrictions may compromise both animal welfare and service quality. Therefore, while scientific management supports organisation and productivity, the theory alone is too inflexible to fully meet the needs of a welfare-focused business. This highlights that while classical theories support structure and consistency, they lack the flexibility required in dynamic, welfare-focused environments. 
Another classical approach is Bureaucratic Management Theory, developed by Max Weber, which emphasises formal structures, clear roles and the use of rules and documentation to ensure organisational consistency. (Bureaucratic Management Theory of Max Weber, 2024). Within Perfect Pooch, bureaucratic principles are evident through hygiene protocols, customer consent forms and microchipping records. These procedures ensure legal compliance and maintain professional standards.
Despite these benefits, excessive reliance on bureaucratic rules may reduce flexibility. Situations involving animal welfare or customer concerns often require professional judgement rather than strictly following procedures. Therefore, while bureaucratic management provides an important framework for professionalism and accountability, it must be balanced with compassion and adaptability.

[bookmark: _Toc1224775990]8.2 Behavioural Management Theories
Behavioural management theories shift the focus from organisational structure to human relationships, motivation and emotional wellbeing. Research by (“Henry S. Dennison, Elton Mayo, and Human Relations Historiography,” 2018) demonstrated that productivity is strongly influenced by social interaction, communication and employee satisfaction.
These principles are particularly relevant within a service‑based business such as Perfect Pooch. Positive communication and supportive interactions contribute to both employee wellbeing and customer satisfaction. For example, maintaining a calm grooming environment and reassuring anxious pet owners demonstrates the importance of emotional awareness within the workplace.
Another influential behavioural perspective is McGregor’s Theory X and Theory Y (Kopelman et al., 2026)
Theory X assumes employees are unmotivated and require strict supervision.
Theory Y assumes individuals are capable of responsibility and self‑direction when trusted and supported.
Within my workplace, Theory Y is more appropriate because employees must use professional judgement when handling animals and communicating with customers. Encouraging autonomy allows staff to respond effectively to situations such as managing an anxious dog or addressing customer concerns.
However, a key limitation of McGregors model is that it may oversimplify human behaviour, as individuals may demonstrate characteristics of both theories depending on the situation (McGregor, 2015) therefore, effective management often requires adapting leadership style according to the circumstances.



[bookmark: _Toc2022797022]8.3 Modern Management Theories
Modern Management Theories emphasise leadership, ethical decision‑making, emotional intelligence and adaptability. These approaches recognise that organisational success depends not only on efficiency but also on the ability of leaders to inspire trust and promote shared values.
One influential modern approach is Transformational Leadership, introduced by Burns (1978) and later developed by (Bass 1985). Transformational leaders motivate others through a shared vision, strong ethical values and a commitment to personal and organisational growth. Within Perfect Pooch, this approach aligns with my commitment to animal welfare and responsible pet care. By modelling calm, compassionate behaviour and educating customers about ethical grooming practices, I encourage both staff and clients to prioritise the wellbeing of animals.
Another important modern concept is Emotional Intelligence (Dulewicz & Higgs, 2003) which involves recognising and managing one’s own emotions while responding effectively to the emotions of others. In a business that involves interaction with both animals and their owners, emotional intelligence is essential. When a dog becomes distressed or a customer feels anxious, emotional intelligence enables calm communication, empathy and effective problem‑solving.
Modern management theories also highlight the importance of flexibility. This reflects a shift from task-focused management towards people-centred and values-driven leadership. In an environment where animal behaviour and customer expectations vary, strict procedures are often insufficient. Instead, leaders must adapt their approach to each situation, ensuring that welfare, safety and professionalism remain central.
[bookmark: _Toc580686661]8.4 The most suitable Management Theory for Perfect Pooch
After critically evaluating classical, behavioural and modern management theories, Modern Management Theory Particularly Contingency Theory supported by Transformational Leadership and Emotional Intelligence is the most suitable approach for Perfect Pooch.
Contingency Theory argues that there is no single best way to manage; instead, decisions should be adapted to the specific situation. This aligns closely with the realities of dog grooming, pregnancy scanning and microchipping. Every dog presents different behavioural and welfare needs. For example, an elderly or reactive dog may require a slower, more reassuring grooming process, while a confident dog may be groomed more quickly. Contingency theory supports this flexible, case‑by‑case decision‑making, ensuring that both safety and welfare remain central.
Transformational Leadership strengthens this approach by promoting ethical behaviour, shared values and trust. By modelling compassion, professionalism and welfare‑focused decision‑making, I encourage customers and staff to prioritise the wellbeing of animals.
Emotional Intelligence further supports effective management by enabling calm, empathetic communication during emotionally sensitive situations, such as pregnancy scanning or welfare‑related disagreements.
Overall, modern management theory best reflects the needs of Perfect Pooch. It allows me to balance structured procedures with compassion, adapt to unpredictable situations and lead in a way that promotes trust, welfare and professionalism. This approach aligns closely with my personal values of integrity, empathy and animal‑centred care.
However, a limitation of contingency Theory is that it relies heavily on managers judgement, which may be influenced by personal bias or experience. This reinforces the importance of critical thinking and reflective practise to ensure decisions remain balanced.
This demonstrates that no single theory is sufficient in isolation, reinforcing the relevance of contingency based approach.
[bookmark: _Toc846151560]9. Conclusion
This report has shown that workplace behaviour within Perfect Pooch is strongly influenced by personal beliefs, values and attitudes. Critical thinking plays an essential role in ensuring that decisions are based on evidence and welfare considerations rather than assumptions or emotional reactions. By recognising cognitive biases, I am better able to maintain objectivity, communicate professionally and uphold ethical standards.
The analysis of beliefs, values and attitudes demonstrated how personal experiences shape professional behaviour, particularly in situations where customer expectations conflict with welfare‑based decisions. Reflective practice, such as using Gibbs’ Cycle, helps me evaluate these situations, improve communication and strengthen emotional awareness.
The evaluation of management theories highlighted that Modern Management Theory, especially Contingency Theory supported by Transformational Leadership and Emotional Intelligence, is the most suitable approach for my business. This framework allows flexibility, ethical decision‑making and adaptive leadership qualities essential in an environment where animal behaviour and customer needs vary daily.
Overall, effective management in the pet‑care industry requires technical competence, ethical awareness, emotional intelligence and ongoing self‑reflection. By continually examining how my beliefs and values influence my behaviour, I can maintain high welfare standards, build positive customer relationships and ensure a professional, compassionate service at Perfect Pooch.
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The cycle consists of six stages.
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[bookmark: _Toc1892810672]Appendix C 
Perfect Pooch – Client Consent Form
Owner Details
· Name: ___________________________________________ 
· Address: _________________________________________ 
· Phone Number: ___________________________________ 
· Email: ___________________________________________ 
Dog Details
· Name: ___________________________________________ 
· Breed: __________________________________________ 
· Age: ___________ Sex: ☐ Male ☐ Female 
· Known Health Issues: _____________________________ 
· Medications: _____________________________________

I consent to the grooming of my dog as agreed, including washing, brushing, clipping, nail trimming, ear cleaning, and other agreed services.
 ☐ I understand that grooming may cause minor stress or discomfort and that the groomer will take all care to ensure my dog’s safety and wellbeing.
 ☐ I understand that if my dog displays aggressive or unsafe behaviour, the groomer may stop the procedure to protect my dog or staff.
image.jpg
R.E.D. Model

Key to Stop and Think

CRITICAL
THINKING

ecognize Assumptions

valuate Information

raw Conclusions

Plan of Action




image.png
Y Drindod Dewi Sant

UNIVERSITY OF WALES

Trinity Saint David





image2.png
Gibbs’
reflective
cycle

Whether something went badly,
well, or somewhere in-between,
it's worth taking some time
afterwards to reflect.

This six-stage system helps
individuals or teams structure the
process, acknowledging reactions,
exploring underlying causes and
learning from any mistakes.

Description
What actually happened?




