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Introduction
The purpose of this essay is to identify WHSmith’s history, organisational functions and apply the theory’s which are relevant surrounding the workplace together with analysis to reach a verdict. To do so these topics have been covered; organisational context, management approaches, perception, communication, motivation, and satisfaction.
Facts and History 
Smith’s is a two-avenue corporation, one focusing on high street the other travel. Operating since 1792 with approximately one thousand five hundred stores expanding over twenty countries (WHSmith PLC, 2019). 
WHSmith’s PLC (2019) timeline revealed that in 1972 “Henry Walton Smith and his wife Anna opened a small newsvendor in Little Grosvenor Street, London.” This was ‘H W Smith’ the first Smith’s shop. The name ‘WHSmith & Son’ came to light in 1846 “when William Henry’s son … was taken into partnership.” Their first bookstall opened in 1848, first overseas branch located in Paris materialised in 1903 and during the nineties Smith’s “expands into Canada” and “a public holding company was formed to buy up all the share capital … WHSmith & Son (Holdings) Limited is formed.” Towards the end of the nineties “the UK's first secure online order” was placed “this is recognised as the start of online shopping in the UK by the IMRG.” In the nineties as a corporation they kept on growing thus resulting in the large capacity of the corporation now. 

Organisational Context
It connects to the characteristics, management structure, culture and size of an organisation (Science Direct, 2012). This being the case Smith’s is a formal private-sector for-profit business, it is owned by a group of people that provide a product and service fulfilling the wants and needs of people, whilst trying to achieve a profit (Evans, 2019). WHSmith’s PLC (2019) state that their goal is to strengthen reputation as “Uk’s most popular bookseller” by progressing their high street plan and advancing their high achieving travel business, whilst their aim is focused on bettering cash flow, profitability and providing share holds with sustainable returns. 
“Morgan initiates the idea of the use of metaphors for the understanding and handling of organization’s problems … the main purpose of Morgan’s idea is to open new perspectives to organization and management, were idea of the use of metaphor is central to one’s imaginative thought” (Digha, Vol 3 Issue 13, 2014, p.1). Morgan created eight diverse ways of perceiving organisations these are; organisms, brains, culture, political system, psychic prison, change in flux, and as an instrument of domination. (Evans, 2019). When applying a metaphor to Smith’s the outcome is as an organism, its aspect is concerned with how a company handles change in the environmental interorganisational system. Enhancing ideas of metaphors within Smith’s can lead to action. Unknown (2015) claims the downfall is that they “break cultural protocols” which could increase conflict.
[bookmark: _Hlk24822496]There are environmental factors that come into play that can affect the organisational function of Smith’s these can be internal and external. Internal environmental factors correspond to the behaviour of employees, management and corporate. External factors which particularize are suppliers delivering goods late or incorrectly. Severe rain contributes towards economic conditions which can decrease or even diminish football. Stocks and the GBP being low can also affect cashflow therefore money is tight for consumers (Evans, 2019). Either factors can have dramatic effects on Smith’s which could lead to customer dis-satisfaction and company stress.
Approaches to Organisation and Management
There are 4 main methods to organisation and management; Classical consisting of hierarchy management to enforce a formal structure and to comply with technical advances and common principles. Human relations an informal organisation focusing on socialness, behaviour, groups and leadership at work. Systems, a combination of human relations and classical paying attention to the socio-technical system and organisation. Contingency; consisting of no set structure with situational variables affecting the success of the business (Mullins, 2010).
WHSmith’s PLC (2019) follows the systems approach; it is outlined by the different rank of management and operatives needed, working as a body to ensure the smooth operation to the general public on a regular basis. When this is delivered, and the customer is satisfied, it shows synergy that the system is working (Evans 2019). For example, a particular store’s profits that increased could be related to how new management were interacting with colleagues and sticking to a time management system but unfortunately for WHSmith with stores still operating to a good standing system the Hopgood (2019) stated “WH Smith on Thursday revealed it will shut six of its high street stores after conducting a “detailed review” into its high street businesses…The six store closures have been prioritised around those “impacted by onerous leases”.” This shows that Smith’s adhered to the open system functionality of the approach and adapted a new system by closing stores due to onerous leases thus devising a new system. Considering systems for Smith’s employees, it would have completely broken down, ending in being laid off, re-located, de-ductions in wages, and more, these factors all participate in altering the steps to achieve the end objective. This may not be the original procedure they normally relied on but an updated version which will always obey to the method of systems. Systems approach is a fact, it proceeds in any organisation. 
To find any negatives of this approach is near impossible, perhaps this is the deception of the systems approach is that it is too flexible. The positive is that every new adaption creates a new system, the negative occurring due to the positive is that reason to review old systems is not needed therefore Smiths could miss crucial problems within the mainframe of their management structure.
Perception and Communication
As disclosed by Komisarjevsky (2007) perception management is a methodology, to go through a very thoughtful systematic process to show how an organisation feels, how its point of view is shared and how they come across to the consumer. 
Perception of a consumer can be created through advertisement. To get their point across in earlier millenniums, posters or flyers were mainly used, or the ‘yellow pages’ as an example of broad advertisement for businesses when technological advances were at their minimum. Customers must be drawn in and have the urge/need to purchase their product or receive their service (Briscoe, 2016). Nowadays electronic billboards, Television, Social Media, e-mails and notifications are used to help change or improve one’s perception. 
During the nineties Smith’s was thriving with advertisements on television which many can be found on YouTube pushing their logo and branding into the homes of the unknowing buyer. Daily Mail (1999) reported that Smith’s bought out John Menzies, this was a company that operated for 165 years a report like that would influence customer perception, make them realise the importance of Smiths, that they helped out John Menzies, this can only help towards a good perception. Now twenty years later the Daily Mail (2019) displays the news that Smith’s has been put up for sale. This shows how customer perception has changed over the decades and defeated Smith’s reputation, most negative comments relate to the dated facilities hence Smith’s eventualizing in sale (Trustpilot, 2019; Indeed, 2019).
Page (2019) suggests that communication if not delivered correctly can lead to unmotivated staff, conflict and tension in the workplace this will have a negative effect on the company’s performance. They highlight key aspects of good practice in relation to communication these are; Team Building, giving everyone a voice, innovation, growth, strong management. Communication is essential in retail and it can come in many forms; letter, text, e-mail, social media, blogging, verbally, and more, whether it relates to the interaction between employee and customer, or management to hierarchy all actions require a form of communicating. Personal experience taught how texting for employees to inform of non-attendance due to illness rose because accessibility to the option was achieved effortlessly, a positive use of texting could be to promote products and/or vouchers to clients. Referring to the history section of this essay it stated how Smith’s revolutionised online shopping in the UK. The consumer drawn in by this caused Smith’s to set a trend, something new everyone wanted to try but as years went by many other companies have developed online shopping facilities or solely exist online, ergo huge variety is available in an instant to the consumers therefore their need to stick with Smith’s expires or runs low. Therefore, regular use of advertisement is crucial to keep perceptions consistent throughout operation but with the news of sale at only thirty thousand pounds seems to indicate perception and communication have been poor for a long period of time. 
Work Motivation and Satisfaction
According to the Oxford Learning Dictionary 2019 they explain that motivation is “the reason why somebody does something or behaves in a particular way.” It may also be interpreted as the desire of wanting to achieve by putting in effort. Grounding this topic to the workplace four top theorists are; Herzberg, McGregor, Mayo, and Maslow.
Reported by Business Balls (2019) Herzberg “was the first to suggest that satisfaction and dissatisfaction at work nearly always arose from different factors.” Riley (2016) narrates that Herzberg disagreed with Taylor’s scientific management approach which imposes money as the most important component, and that Herzberg developed factors he called motivators; being the positive aspects that motivate people to work harder, and hygiene; the components that de-motivate people.
Management Study Guide (2019) clarifies “the perception of managers on the nature of individuals is based on various assumptions” was stated by McGregor relating to his Theory X and Y approach. This theory gravitates around the assumption’s managers develop about their team. Creating a safe environment for employees can gain trust which “is an important factor for an organization that wants to be successful, as it has the ability to enhance employees’ motivation and foster interpersonal communication” (Dobre, 2013, p.53). Building on the idea of trust Sisson (2016) believes “the power of a team emerges from the sense of community that develops and exerts strong influence on the attitudes and behaviours of the participants.” Indicating if employees are treated with attention and are encouraged to participate that the outcome results in higher employee motivation which leads onto higher work productivity and quality. 
McLeod (2018) was useful in the understanding of Maslow’s hierarchy of needs. It is a motivational theory that consists of 5 levels in a pyramid, pursued bottom to top, hierarchy will advance further to which the cycle may start over when highest level is accomplished. The needs in order are; physiological, safety, love and belonging, esteem, and self-actualization. It can be applied to Smith’s employees as personal assessments of their achievements and progression through the levels of hierarchy. For example tier one may be achieved when he/she decides the need to work, tier two will be achieved when he/she is accepted for the job, tier 3 when other colleagues accept them or when friendships develop, tier 4 is esteem which will grow in time when he/she is assured tasks are completed correctly ensuring a boost in confidence leading onto tier 5, when role is established and participant content. The process may start again when he/she decides they want to move up management. Top management have been through this process whether they are aware or not.
Satisfaction can be achieved after use of motivation; it is when needs/goals are met and result in an individual being fulfilled (Definitions, 2019). It can lead to a ripple effect throughout the levels of the organisation, if staff are happy the interaction with customers improve, atmosphere changes and leads to productivity. This may also present emotions like relief, happiness, achievement, which can increase motivation and repeat. In the case of Smith’s Indeed shows that employee satisfaction is high with a 3.1 star rating out of five for management whilst Trustpilot awards a score of 1.8 out of five for customer dis-satisfaction. Is this result due to WHSmith’s being too focused on their team than their customers? These are questions that industry must ask themselves these days to analysis and improve their management. (Trustpilot, 2019; Indeed, 2019)
Job satisfaction can be obtained and perceived differently by the type of profession, for instance a firefighter’s satisfaction is achieved by the safe guarding of life whilst a manager at Smith’s is satisfied by the smooth operation of a day’s work, serving the general public in a high street store this is highlighted by many employee/management reviews situated on Indeed (2019).
Conclusion
On the whole Smith’s has been a very successful systematics company throughout its lifespan but it is obvious that recent years of un-fulfilled customer satisfaction, technology advances leading to quick and easy online consumer reviews, and dated establishments has led to a decrease of sales and changed perceptions. In summary Smith’s has the right organisational context and is highly ranked by their previous/current employees. Despite this they have not kept up with consumer demand, they have not listened to their customers additionally they have not evolved the business, going against the organism metaphor and systems approach thus ending in the company’s sale. Smith’s open systems approach to management has been operating for years, successfully, but through lack of communication in recent times from Smith’s to consumer and motivation from Smith’s to spur new up to date layouts of premises to deal with consumer trends, it all participated to the collapse of a once loved high street store.
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