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INTRODUCTION.

Critical thinking
 Employees are regularly expected to make challenging decisions, manage conflict, solve problems, generate new ideas, and efficiently manage others all of which call for creative, and critical thinking and emotional intelligence (Tripathy, 2018). It is important to note that critical thinking, analysing data, making good decisions, and challenging the status quo, are all part of ‘creative problem-solving skills’, the most important employment skills employers want (Maggiti, 2015). 
 Michael Scriven and Richard Paul define ‘critical thinking’ as “ the intellectually disciplined process of actively and skilfully conceptualizing, applying, analysing, synthesising and evaluating information gathered or generated by observation, experience, reflection, or reasoning as a guide to belief and action.” (Maund, 2018) P.406. Critical thinking aids employees’ confidence, analytical and cautious engagement with sources of information, allowing better filtering of information, and facilitating clarity (Chatfield, 2018). It involves an active, organised, cognitive process designed to allow exploration and challenging of assumptions. It allows employees to reflect on past experiences, think independently, take risks based on knowledge, and persevere in the face of difficult problems.                                
This report based on one of London’s private transport companies, Parker Car Service, tries to analyse the role of critical thinking in a workplace environment, its contribution towards company efficiency, achieving of company aims and objectives, problem solving, and aiding innovation. It further analyses the role played by management tools, theories, organisational culture, values, attitudes and beliefs in a workplace. It finally concludes with recommendations, conclusion and references.
Organisation
Parker Car Service is London’s third biggest licensed private hire (Minicab) company registered and authorised by Public Carriage Office (PCO) a subsidiary of transport for London to offer a service of transporting people since 1989 and currently undertakes over one million journeys a year.  They operate a 24-7 all year service particularly in and around London, employing over 600 employees who provide highly distinguished customers like BBC, ITV, Unilever and shell, an adept service over the years that has won them several accolades locally and nationally, including being shortlisted for 2019 finalists for best service in the industry (www.prodrivermags.com, 2019).
Having worked for the company for the last 7 years, I have experienced first-hand the culture, operations and management tools used by the company. It has several departments which include administration, human resource, accounts, maintenance, control, procurement, and marketing all of which almost work independently. Practically, it employs a 3-level flat structure of administration with director at the top, general managers in the middle and then departments at the bottom (Mullins and Mclean, 2019). Being a relatively medium sized organisation, and dealing in fast pace activities, the flat structure is beneficial because it enables quick decision making and faster response to opportunities and threats (Businessdictionary.com, 2019). The less layers in the structure and hierarchy also brings top management closer to action, company incurs less expenditure on management, the decentralisation of management allows more autonomy to supervisors and employees’ involvement in decision making hence higher productivity (Maund, 2018). 
Despite its benefits, the flat structure Parker Car Service uses with over 600 employees seems to be overloading the few administrators as they must supervise more people and departments. It is more suitable for small companies which employee very highly qualified employees who need less supervision which Parkers does not mostly employee.  
 [image: ]
The control department, the centre of key operations, has fast moving, chaotic, deadline and time oriented activities and employees are expected to follow specific instructions, play specific roles and follow somehow rigid rules and procedures as dictated by the superiors, a clear indication of the bureaucratic management approach to management (Fellenz, 2010) (Sprimont, n.d.). Away from control, departments with more qualified personnel, operate in a more professional, smooth, and quiet manner, an indication of Parker Car Service using a mixture of  management approaches which has hallmarks of a contingency management theory rather than ‘one method or model fits all’ (Mullins, 2016). 
Parker Car Service has a very low employee turnover a testimony to its good relationship between management, owners and employee (Ongori, 2007). The employees are treated with at most care ensuring that their needs are incorporated into the company policy a clear indication of company employing the human relations management approach (Hassard, 2012).
 The company customer base and size have been expanding annually for the last 2 decades despite the stiff competition in the industry. The high-quality service offered to their customers alongside highly motivated, passionate and skilled employees in whom the company has vastly invested in terms of hiring (outsourcing) and training, has played a major role in the steady progress of the company. To further enhance the quality of service company 
The corporate culture of the company, its values, and beliefs have been systematically developed to be the vehicle for smoothly delivering the company’s aims and objectives. Values, attitude and behaviour of employees like teamwork, cooperation, respect, hardworking, time management all play a key role in the achieving Parkers’ goals.
The corporate social responsibility program (Agudelo et al, 2019) which includes using environmentally friendly cars (Hybrid and electric), giving back to the local community specifically helping the poor and needy, hiring locally and encouraging women (Proto, 2015) to join their fleet, saving the environment, and using of local companies has greatly boosted the company’s image and also won them a lot of sympathisers and customers. The only worry with it is the lack of actual evidence and statistics to prove its benefits particularly the expensive cars, and appreciation of community. 


Values
Many scholars view values as guiding principles that determine opinions, and standards used to formulate goals as well as being the foundation of a company’s culture, behaviour and norms (Sinding et al, 2104). Values are responsible for the nurturing and implementation of organisations’ culture, individual behaviour, and interaction with community. They play a major role in achieving of company goals, and smooth running of organisations by acting as moral compasses, framework of reference, setting of priorities, distinguishing between wrong and right, steering decision making and allocation of resources (Johnson, 2018).
Values ensure organisation’s cohesion with stakeholders; workers, community, management and customers (GOV.UK, 2015) best example being the United Kingdom National Health Service(NHS) values;  working together for patients, respect and dignity, commitment to quality of care, compassion, improving lives, and everyone counts. They represent well thought through values which lay the foundation for goals, beliefs, attitudes, behaviour and finally culture (www.iaa.govt.nz, 2019)
Parker Car Service has been successful for many years largely because of the attention they pay to the implementation of their values. Through their values like teamwork, striving for excellency, Trust and integrity, respect and fairness, the company has been able to forge a culture, a conducive working environment, highly motivated employees and an almost flawless system through which they easily achieve their goals. They operate at incredibly very high standards regarding time management, smartness, cooperation between teams, departments and individuals, and relationships with customers and wider community.
The implementation of values (norms and culture) at parkers starts with management who must ensure every employee is reasonably remunerated,  treated with fairness, and properly looked after by the duly facilitated human resource department. As a result, Parkers has one of the lowest employee turnovers, very highly motivated and satisfied employees. All this has been translated into very highly satisfied customers, steady increase in customer base, productivity, and above all survival in a very volatile industry saturated by arrival of bigger competitors like Uber.
Parker Car Service has a spot-on reputation in the community and has achieved a lot of awards because of due attention given to social corporate responsibility a key component of company’s values. Serving the community through sponsoring charity events, recruiting locally, using local services, subsidising needy groups’ transport and using environmentally friendly cars is now part of company’s culture and has earned them a lot of respect and customers.
All in all, Values are a fundamental component of any successful organisation and are responsible for the formulation of its culture, the engine of smooth running of organisations as well as achieving of its aims and objectives.
ATTITUDES.
Attitude  can be defined as “a feeling or opinion about something or someone or a way of behaving…” (CambridgeDictionary.org, 2019) or as “learned predisposition to respond in a consistently favourable or unfavourable manner with respect to a given situation, event or object.” (Sinding & Waldstrom, 2014) p97. Attitudes are behavioural tendencies, a reflection of ones’ experiences, beliefs, background and values which influence his behaviour. They are a window through which one’s hidden feelings like job satisfaction, will power and hope are expressed.
Attitudes are a fundamental component of any successful organisation; however, negative attitude may have detrimental effects to the organisation. It may cause bitterness, frustration, and anger (Slocum and Hellriegel, 2007) which may result into health problems, absent seem, conflict, low productivity, and damaging team or company cohesion. On the other hand, positive attitude of employees towards the organisation, particularly its values, goals and culture enhances a conducive working environment, self-motivated and committed staff ready to go an extra mile, high productivity, lowers employee turnover and stress levels (Bailey, 2012).
Because of its influence on the success of the company, Parker Car Service recruitment process, pays special attention to attitudes and are now a key component for which candidates are tested to ascertain their attitude regarding company values, and culture. The company endeavours to recruit candidates they feel have right or positive attitude which is in line with company’s values, norms and culture (Winfield, 2004).
Parker Car Service pays a lot of attention to its employees’ attitude towards their work as they are in constant contact with their customers. The company regularly carries out appraisals and surveys to give and get feedback from employees. They are a very effective tool of assessing employees’ feelings from which they decide how best they can help employees and improving company’s output (McShane and Glinow, 2015).
BELIEFS
Beliefs can be defined as “an internal feeling that something is true even though that belief may be unproven or irrational…” (Anderson & De Silva, 2009). Beliefs are firmly held opinions or acceptance of existence of something; true or false/without proof. Alongside values, attitudes, and norms, beliefs are one of the components of workplace culture, and plays a major role in shaping one’s attitude towards, events, people and objects. In today’s multicultural societies, company employees originate from different parts of the world and therefore hold varying personal beliefs, traditions and cultures. The variation in culture and personal beliefs for example religion, is one the main challenges of administrators, and they are one of the main sources of conflict and discrimination (Sinding & Waldstrom, 2014) in workplaces hence the intervention of the government by enacting the 2010 Equality Act (Citizens Advice, 2019). In order to ease administration, smooth flow of operations and ensure high productivity, Parker Car Service uses it the values, to develop a universal culture, norms and beliefs for all employees to follow.
Parker Car Service is a predominantly multicultural organisation with employees tracing their origin from almost all parts of the world. The company has successfully embraced diversity, and used it to their benefit (Mullins, 2016) by assimilating useful beliefs and norms for example respect, integrity, and hardworking,  from its employees into its work environment. Using its values as a yard stick, for the last 25 years, Parker Car Service has systematically developed a culture, norms and beliefs which are now a basis for their decision making, behaviour, performance, competitive advantage and success.

MANAGEMENT THEORIES AND APPROACHES.
Management theories are structures which organisations use or deploy in order to ensure smooth, efficient and effective management of companies’ resources with a sole purpose of improving company’s productivity and service quality. Main theories include Systems, Contingency, Human relations, scientific and Bureaucratic management theory.
Bureaucratic Management theory
[bookmark: _Hlk28897043]Bureaucratic Management theory was developed in 1960s by German sociologist Max Webber who believed it to be the most efficient way of managing organisations (Maund, 2018). The theory advocates for standardised processes, strict and formal rules, clearly defined roles and responsibilities (Mullins, 2016), impersonality, hiring employees on basis of their skills. It further suggests, formal recruitment, highly specialised employees, clear hierarchy, division of labour, specialisation, and every role supervised by someone a level up, top-down decisions flow,  equal treatment and impersonal relationship of employees, recorded decisions and actions, and finally rules rather than people as the basis of organisation. He believed in the processes guaranteeing efficiency, effectiveness and attainment of organisational goals. Parker Car Service departments like control, are using the theory by issuing strict task guidelines and rules, and close supervision, to ensure efficiency, minimise mistakes and avoid missing deadlines. Applying aspects of human relations management in this regard Parker Car Service would encourage innovation, better relationship with management and motivation of employees which are not compatible with bureaucratic management approach.
The theory was greatly criticized for lack of creativity, being too rigid, and result oriented and impersonal which is believed to have led to the rise of human relations management theory. 
SCIENTIFIC MANAGEMENT THEORY.
The scientific theory of management is mainly concern with enhancement of productivity through technical configuration of management and provision of monetary enticements as a form of motivations to influence higher levels of production. F. W. Taylor (1856-19170), ‘father’ of scientific management, believed in having all individual work processes broken into parts, tested and timed to have one best working method that can guarantee both individual and collective highest productivity (Maund, 2018). Key elements of scientific management theory include high earnings for increased productivity, training and development of employees, scientific manpower selection and collaboration, hierarchical structures of leadership and close supervision, and clear partition of jobs and obligations amongst workers and management, and above all “fair day’s work for a fair day’s pay”. (Mullins, 2016).
The theory requires limited skills, places  uncontrolled authority in the hands of supervisors, can easily cause mass redundancies due to high individual output, puts a lot of emphasis on organising labour and ignoring technological advancements, and has too many layers of management, it is rigid and unnecessarily  controls workforce, there is less involvement of workers in decision making, as well as looking at workers as machines (Gull, 2017).
All in all, the scientific management theory was suggested at a time when of industrial technology rise of complex and large, organisations. At that time it improved efficiency and output, motivated employees who were fit for specific tasks, and minimised physical pain caused by poor working methods, and aligned workers to jobs they were suited to. This is not a theory  suited for Parker Car Service in any shape or form.

B). THE SYSTEMS MANAGEMENT THEORY
 (Christy Gill, 2016), summarises Systems theory as an approach to management that attempts to reconcile both Human relations and classical approaches paying a lot of attention to organisation’s total work as well as interrelationship of behaviour and structure. He views the organisation within its total environment and echoes the significance of numerous channels of collaboration. Its key principle is the studying or examining, functioning, properties and relationship between systems’ components or parts instead of reducing an entity into its elements or fragments. It looks at the organisation as a system with integrated parts that have to be coordinated in order to maximise effectiveness and efficiency (Chikere et al, 2015). In order to understand theory better, (Miller and Rice, 1967) relate system to human body, dividing it into parts; cells, muscles, bones, organs and tissues, studying their properties individually, in order to precisely understand how it functions.
B). HUMAN RELATIONS MANAGEMENT THEORY.
After years of emphasis on formal organisations and their structure by classical writers, at the beginning of the 20th century attention started to be cast on workplace employees’ behaviour and their social aspects, hence the Human relations approach.
The turning point in human relations theory development, were the Chicago Hawthorne studies (1924-32), and publication of the research findings. The studies are credited with increased productivity (output) but with humanised organisations (work environment), initiation of new ideas about leadership, work groups, communication, motivation, work output restriction and job design. The human relations approach acknowledged the influence of managers’ behaviour on employees’ performance and motivation, as well as the existence and benefits of the “informal organisation” within the formal organisation, a key player in the overall wellbeing and productivity  of employees. It has played a significant role in the study of organisational behaviour and subsequent human relations oriented managerial developments. In contrast with scientific theory, it showed that employees’ needs satisfaction is not only influenced by monetary inducements. Human relations management theory has far more benefits for Parker car service particularly the humanising of working processes, improved  relationship between management and employees, having employees’ needs at the heart of the company policies and decision-making processes.
Contingency Theory
Around the middle of the 20th  century, many scholars were of the view that a lot of variables like managerial principles, job specialisation, human relations, and  workers attitudes were related to organisational success (Kolb et al, 2007). Later, they agreed to the belief that there was no best way for managing, which led to the need to identify specific variables for particular situations hence contingency approach. 
The contingency approach stresses the relationship between variations of effectiveness and particular situations which calls for employees and managers to critically analyse situations in order to come up with most appropriate solution. It rejects the assumption of ‘model universality’ to suit all circumstances as organisations are now networks, multi-departmental and functional, as well as the devastating effects of the frequently changing internal and external environments (Mullins, 2016).
 It puts forward view of management decisions being made depending on present circumstances, and analysing internal and external factors,  other than being guided by ‘one size fits all’. Danger with contingency theory is assumption of uniqueness of every situation and over emphasis on differences of organisations rather than similarities. It is paramount that a middle point between universal prescription, situational and organisational uniqueness be sought for better efficiency.
Having adapted a hierarchy  structure of administration and being part of a very competitive, and volatile service industry, Parker Car Service mostly relies on contingency model of management which allows company and each department flexibility to handle every challenge or situation in the most suitable way.   Having several departments which include accounts, human resource, maintenance, and marketing, each of which operating under very different circumstances, and with varying aims, objectives, needs and factors affecting them, the contingency management theory has over the years been effectively applied alongside the systems management  theory which has allowed them better efficiency as they can  analyse and maximise interdependence (synergy) between different parts of the organisation. 
Parker Car Service also partly employs the human relations management theory through applying Maslow’s theory of ‘hierarchy of needs’(Kolb et al, 2007).  The company highly values  its employees and pays a lot attention to their physiological, security, social belonging, self-esteem, and self-actualisation needs as suggested by Maslow’s theory. The theory ranks human (employees) needs which must be fulfilled starting with basic needs like food, water and shelter necessary for survival at the bottom, then move to higher needs in the pyramid , till one reaches the top as listed above. The company endeavours to satisfy   employees needs through means like  providing conducive wages and salaries, pension and health care plans, safe work environment, setting up of social associations, recognition, consultation, and promotions. Employees have over the years played  a major role in formulation and nurturing company culture, are regularly consulted regarding innovations, company policy, and decision making (Martin and Fellenz, 2010).
Though Maslow’s hierarchy of needs (theory) has not passed many researchers tests of its existence, employees do not have similar needs, all do not necessarily have to go through same sequence and do not correspond in terms of importance, however, it is  very vital in facilitating managers in understanding human needs which if fulfilled are key to employees workplace attitude, behaviour, cooperation and above all productivity. 
All in there is no particular theory or model that can fit all circumstance or companies and in this case Parker car Service. I highly recommend the contingency model where each situation is handled by the best possible solution considering other factors like resources, environment and need.

PESTEL ANALYSIS
Part of my work at the human resource department involved taking strategic decisions all of which were related to the external environment in which Park Car Service operated (Mullins & McLEAN, 2019). The effectiveness, performance and success of the company depend on assessing the opportunities, risks and challenges external environment in which the company operates hence ‘PESTEL’ analysis which stands for Political, Economic, Social, Technological, Environmental and Legal.
Political
The political situation in the country affects organisations in many ways which may include taxation and laws. Best example for Parkers is the exit of United Kingdom from the European Union which is likely to reduce number of customers, higher taxation for highly polluting cars (Transport for London, 2019), decrease of corporation tax, raising of minimum wage and congestion charge in central London. Parkers has already secured environmentally friendly cars and diversification into other economic activities to compensate lost business.
Social
The fast changing life style (BritishNutritionFoundation, 2007) of people like feeding habits, dressing, health lifestyle, education, saving the environment, demographic changes and wealth distribution. Parkers has greatly got involved with communities through its corporate social responsibility program, diversity awareness programs, helping the poor and needy, and using environmentally friendly fleet and increased marketing particularly in middle class areas which has helped created a bond with community and fending off threats.
Economic
Economic factors mainly rotate around or include costs, currency fluctuation, interest rates, recession, economies’ growth and decline, unemployment and inflation.
Parkers has restructured internally installing investing in latest technology to cut costs, installed solar panels to cut power costs, reduced manpower, electric cars use no fuel at all and use of online telephones which are far cheaper. All these have greatly reduced company expenditure and increased efficiency.
Technological
Parkers has greatly invested in latest technology, development of applications (Apps), websites, and Personal Device Assistants (PDAs) used by the drivers. The emergency of bigger players on the market like UBER (Berger et al, 2018) using the latest technology has forced Parkers into change. Training of employees to adapt to the latest technology is a key component of the human resource department into which we have been heavily involved.
Environmental   
The worldwide campaigns to save the environment (Govt.UK, 2019) and changing life styles of people have also been taken into consideration by Parkers and incorporating them into company policy particularly the corporate social responsibility program. Internally less power is consumed, rubbish collected or disposed of selectively, bought environmentally friendly cars, and sponsored tree planting campaigns in the community. Instead of being threats, Parkers has turned environmental issues into benefits to the company. 
Legal
The legal factors involve government policies, product safety issues, employment law. One area Parkers has greatly excelled is equal rights laws (HouseOfCommons, 2017) which have landed many companies into trouble. Company endeavours to treat employees and customers equally and this is mostly displayed in the process of recruitment where human resources department was in charge. 
Parker Car Service has been able to survive and expand in a highly volatile industry and rapidly changing external environment mainly because of taking broader factors into consideration using PESTEL analysis, taking informed decisions through process of forecast, plan and adapt.

RECOMMENDATIONS/CONCLUSION.
Critical thinking is a core skill, and an art, dynamic, sequential, and an organisational management tool, that is essential for modern day organisations to survival and operate effectively. In today’s highly volatile business political, social, economic and technological environment, critical thinking plays a major role in  identifying problems, analysing them, selection of probable solutions and implementing them, acquiring of knowledge, hiring and firing of employees and effectively sieving through mountains of information.
 It is essential that managers are equipped with relevant skills and knowledge particularly about models, theories and approaches of management through which (knowledge acquisition) Parker Car Service management has been able to establish a fantastic workplace culture, conducive working environment, and relationship with  stakeholders particularly employees and community. 
Management and employees’ knowledge acquisition and adaption of  appropriate methods of work particularly allowing flexibility, personal development, and innovation in rapidly changing business environments (PESTEL) is fundamental to every modern-day  organisational ambience and  goals accomplishment, which has been over the years the catalyst for Parker Car Service’s survival, steady expansion and development. 
Parker Car Services’ future seems to be on the right truck mainly because of its  adaption of multiple management approaches (contingency management approach), employee oriented workplace culture, and policies,  constant development of their employees (training) and  flexibility is all aspects which has enabled innovation and maximisation in usage of merge resources at their disposal particularly the human resource.  
Despite all that, the need to improve all operations of the company never ends,  competition in transport service industry is getting tighter, the volatile environment (political, environmental, legal and social) they work in continues to change daily. Therefore, for the company to cope and continue to develop within the rapidly changing business environment, it is paramount that Parker Car Service is proactive, employees and management are UpToDate with technology, improve management methodology, relationships internal and external are cordial, and regularly scan the environment to make sure they are  never left behind. Lastly but not least there is no organisational structure that is perfect hence need to study and weigh which one is most appropriate.
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