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The present report is going to discuss about the significance of developing critical thinking within a workplace which affects the outcome of workplace behaviour. For the purpose of the study a case study have been chosen that will help in applying critical analysis of values, beliefs, attitudes and behaviours. The case study is about providing customer service for a particular workplace. The situation faced during providing customer service often requires the skill of critical thinking. The response to the customers are sometimes emotionally conveyed due to which the employee or staff are required to develop critical thinking for handling such situation. For instance, if a customer is rude towards certain services and products, the company workforce cannot be rude with the customer as it will pose a negative light on the business. Therefore, the management are responsible for imposing the beliefs, values, attitudes andcorrect behaviour that needs to be maintained within a workplace. 
Few management theories such ascontingency theory and systems theory are going to be discussed to and make relevance to your case study. In behavioural theory of management, the concept is developed in accordance with the needs to account for motivation and employee behaviour. In case of human relation theory, it has been dealing with employee’s desire to be a part of management production. Here, the term production refers to the employee productivity. Employees desire to become a part of the management’s supportive team so that can facilitates them with growth and development. All these two theories will be referred to draw conclusion and make conception on individual aspects like attitude, beliefs and values in workplace.  
[bookmark: _Toc512207087]Concept behaviour and attitude within a workplace
In past, the focus of the organizational management was only on efficiency and organizational high production. Traditional management approach used to believe that only high productivity can bring success to an organization. However, that concept has been changed. Management has understood the concern for good working situation and worker satisfaction. Thus, the concept of behaviour and a positive attitude within the management came. According to the theory of management, the notion that involves that the organizational managers can better understand the factors of human relation to the employees and can treat employees as an organizational asset for attaining organizational goals. 
Management can also take special interest in the employees so that they can make them feel like they are already a part of the management groups. However, it also depends on personal values, attitudes and beliefs on the organisation. Mayo’s human relation theory is also involved with this theory. Mayo has provided a good example on this. He has shown that in a telephone line group of workers were observed and separated working in a private room. During, one of their working days, the groups were provided with many special privileges such as freedom to leave the workplace, changes in their rates of pays and company sponsored lunch. Mayo has found that the control productivity increased comparatively (Waring, 2016). The reason for this increment was that the group has felt that the organization took interest in the employee well-being. It has started with movement of human relation for organizational management. Here, a management has to express their interest in the well-being of the organizational management. The management needs to value the individual attributes including beliefs, values and attitudes and motivate the employees.
For the present study, the staffs of customer service provider can perform the monotonous task of answering to the query and problems of customers together. Managers of the company understand that the job can be boring and at times can result in bottom line production and absenteeism. Manager has overseen the employees as they weave away, ensuring that every set of the telephone wires is appropriate. She has changed the way she used to manage the lady workers previously. She used to ask them several questions on their experience working there and also about the working environment (Hillet al. 2014). She even asked for several suggestions from the workers on how they can do their tasks in more efficient way. In this way, the manager has discovered that the more she has been getting close to the employees, she has known them better and it helped them to have a better performance from the employees. This has changed the employee behaviours towards meeting the customer demands and has increased the employee product.
Implementation of Behavioural management: There are many techniques and principals that are used for behaviour modification. Normally, the strategies of behavioural management are with some strategies that are effective to reduce any kind of disruption in the organizational process. In order to incorporate the behavioural practices into the organization, there are many behavioural changes program. Such program may come from a range of several theories of behavioural changes. However, the most popular practice has been relying on the usage of principles of applied analysis of behaviours such as mild reward or punishment and positive reinforcement. Behavioural practices like differential reinforcement are popularly in use. Sometimes, these have been delivered in the level system or token economy. Here the reward component has a great impact and is considered effectively. Negative state of mind ceases us from deduction right way, drives us to less appropriate way for the answer for an issue, emerges struggle between representatives with respect to thoughts. It additionally debilitates imagination, feeling of put stock in, profitability in the most exceedingly bad way. 
Beliefs: There can be a difference between organizational employees not expressing at the workplace as they may not have anything to express on a particular issue and speaking on as they can fear about the outcomes of expressing their ideas. Managerial behavioural can affect on employee beliefs. It can signal the staffs that it will be unwise to vent out. However, when the managers keep positive beliefs about the employee voice which can manifest in motivating and encouraging behaviour to the employees. 
Attitudes:Attitude can contribute in part to workplace behaviour as the way employees can think or feel or behave, can impact many factors of the workplace (Davis, 2015). Attitude can also be stated as a major factor for consideration. Employee personality can have an impact on the group behaviour and their attitude can also impact on the decision making process. 
Value:Current years have experienced a plethora of new management approaches. Employee value is one of the most important factors within it. Employee values can the organization to improve the organizational performance which includes quality management, empowerment, flat organization, perpetual improvement, kaizen, reengineering, team building. One of most common reason for organization failure is that the performance may have not considered the values to the employees (Geisler and Wickramasinghe, 2014). It can provide the management and its employees the satisfaction of working together. It can provide unambiguous and precise metric on which the workplace can be built and sustain. 
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The circumstance looked amid giving client benefit regularly requires the aptitude of basic reasoning. The reaction to the clients are some of the time sincerely passed on because of which the worker or staff are required to create basic reasoning for taking care of such circumstance. For example, if a client is discourteous towards specific administrations and items, the organization workforce can't be inconsiderate with the client as it will represent a negative light on the business. Thusly, the management are in charge of forcing the convictions, qualities, dispositions and right conduct that should be kept up inside a working environment.The roles of a management are well defined as follows:
Hire employees according to their merit: Every employee in an office should be hired through a good selection process. This involves selection of the candidates through testing their ability to handle the customer during critical situation. The employees would be responsible for managing a customer and their problems through their critical thinking process. If any non-suitable candidate gets a job then it will affect company’s progress. A management should be present at the last round of the interview to judge every candidate’s merit.
Need to manage employee’s production: Every candidate has their potential. A management has to identify every candidate’s potential and relate it to their production share in the company. Performance management is one of the important responsibilities that a management has in a company. Performance doesn’t mean criticizing your employee. A management has to evaluate every employee’s performance and set a definite goal for every production cycle. Performance of every employee can be monitored by recording every call and their conversations so that effective analysis can be made (Kuhn, 2018). After studying a performance report, the management has to give a feedback to its employee. This will help the employee to get a clear picture of their performance. This will enable the employee to work on the problems and attain the goals set by the management, hence improving the performance of the company on the whole.
Setting up production goals: A management has to set up goals to improve the production. Incentives are a great way to improve production of a team. Criticizing an employee for their failure to meet goals may demoralize the employee, which will eventually hinder the production. Many managements follow this process but this is not an effective process. A management needs to set up a production plan prior to the start. This will help the employees to work accordingly. Most of the employees will happily work over-time for incentives. This will increase in production and will be beneficial for the company. But the objectives should be decided as early as possible. A management without a definite strategy will fail to meet the company’s expectation (Meyers and van Woerkom, 2014). Therefore a full-proof plan has to be created before the production starts. A management can take suggestions from subordinates, but the final decision should be taken by him or her. A management can set up a goal on both short and long term basis according to the company’s demands. The management will be responsible for the production of his or her team or organization. Therefore management should be aware of the day to day work of the team.
Resource management: Resources are mostly utilized by the employees to do their job. A management has the responsibility to take note of every resource being used. Strict rules should be implemented so that no employee wastes resources at any cost. All these rules should be set and monitored by the management. . In order to incorporate the behavioural practices into the organization, there are many behavioural changes program. Such program may come from a range of several theories of behavioural changes. Employee resource values the organization to improve the organizational performance which includes quality management, empowerment, flat organization, perpetual improvement, kaizen, reengineering, team building.
Improving the quality of the production: One of the roles that management has is increasing the production of the company. But that doesn’t mean the quality can be compromised.  Quality should be maintained at any cost and this is also a responsibility of the management. Improvements should be made in every possible way to ensure that standard quality is being produced. It also impact on the trust levels between employees relating to work and friendly issues. Negative attitude refrains us from thinking right way, leads us to less suitable path for the solution to a problem, arises conflict between employees regarding ideas. It also discourages productivity in the worst manner. Carrying a positive attitude means you see positive in every situation, we are very keen to learn new things and turn things suitable enough to learn from every situation. Therefore, a management should create a quality standard for everyone to follow. The report should contain the quality of the production of every employee so that the management can make some changes to improve if needed.
Developing owns self: The key role of a management may be improving the team he or she is managing to meet the production demands. But self-development is also necessary for every management. The scope to learn is vast and self-driven techniques should be used to improve. This requires rigorous study of various assignments, seeking honest feedbacks from mentors. A management has to become a role model so that the employees should follow his or her footsteps. For example, if the management is ignoring daily team assessment reports, the team production may get affected which lead company’s turmoil (Davis, 2015). Therefore, a management has to be near-perfect in their work to lead by example. Every management is regarded as a special person who does work in a unique way. This uniqueness makes the difference between them and their subordinates. Therefore, a management should be extra careful while doing their job as mistakes may tarnish their image. 
Man management: This is a tough job as every employee has to be managed in a different way. Everyone in the team has different positive and negative points. A management has to study each and every one in his or her team to manage them. The management has to figure out drawbacks of every individual and share feedbacks accordingly. The management should always be supportive towards the team and needs to understand their problems (Bell, 2010). The team should feel their interests are taken care of by their management. An independent team of professionals working together finds it hard to achieve common goals. But a dependent team working under the instructions of a management finds it easier to reach the target. Therefore a management has a lot of relevance in a workplace and performs important tasks to raise the company standards.
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Management theories or the skills and knowledge that is possessed those who are at that level of a manager. The management theories or the necessary set of skills are required in a learner so that one day he can climb up the ladder an help in flourishing the establishment and improve the quality of service provided.
There is no set of particular theories that is written down and passed down in generations, these theories are dependent on the needs and demands of each organization.  Each managers uses their own set of theory or theories to cope with a situation. So when someone new is recruited or he is at the training phrase the management qualities of the particular person should be noted and identified so that he can further be taught and developed for the manager level and return he or she can bring more revenue for the organization (Kuzmin, 2015). This is particularly investing on the human resource for the future perspective of the organization. Some of the very popular theories followed by the managers all over the world are as follows:
Contingency theory: 
It is based on the decisions that a manager takes during a particular situation. The decision is taken in consideration of the present situation so nothing is planned, it is on the momentary decision of the manager(Waring, 2016).  So it is important to see how a learner takes decisions in a particular situation this will give an idea of the decision making power of the particular person. Information causes us to pick up development and additionally assemble a solid self-conviction. On the off chance that the workplace is sound where learning sharing is very much mannered it grows faster. Directors can spread a feeling of constructive individual conviction among everybody which can spur urging conduct to everybody.
System theory: 
The system comprises of different parts that works together so that the organization runs smoothly and fulfil the objective. It depends on the particular patters and follow the guidelines of the organization that the managers need to follow. So when someone is given training in a particular organization then the trainee must have the knowledge of the principles of the organization. He should know the patterns how the company is running(Hossan, 2015).
Human relations
This theory is totally dependent on time to time or from one situation to another. Nothing is planned every decision that a manager takes might be different depending on the needs. Change is the only constant in this theory, so each manager’s decision making skills is very crucial. So when someone is recruited he should be given the decision making powers and seen how he handles different situations. The role of an individual who shave gone through training and assessment bears the responsibility of these philosophical approaches of improvement and that’s why various new theories are getting practical implementation.This will give the idea of how well he has the skill of chaos theory.
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Impact of attitude in work place:
Attitude means how we feel about something or someone, also how we behave with them to some extent. Similarly, within the customer service industry, developing a positive attitude is necessary for addressing the needs of the customers. Attitude is a major concern nowadays in the workplace scenario as it can impact our behaviour, quality of engagement, and respect for the co-workers altogether.There are certain situations where the employees get affected by the language of the customer or frustrated by their behaviour. However at those situation the employees are required to respond in constructive and measured manner through developing a mature thinking. This is directly related to the critical thinking which would minimize the chance of losing customer. 
An independent team of professionals working together finds it hard to achieve common goals. But a dependent team working under the instructions of a management finds it easier to reach the target. Negative attitude refrains us from thinking right way, leads us to less suitable path for the solution to a problem, arises conflict between employees regarding ideas. It also discourages creativity, sense of trust, productivity in the worst manner. Carrying a positive attitude means you see positive in every situation, we are very keen to learn new things and turn things suitable enough to learn from every situation (Tan and Ding, 2014). Development of an organisation and also individual growth relies on the fact that what kind of attitude one shows. Creative thinking and analysis of solution drains power from positive attitude making it efficient and easy to handle work. After analysing the it can be said the quality of providing service to the customer are heavily dependent upon the attitude of the workforce or employees.
Impact of values in workplace: 
Values are an important aspect in work place to determine our thought process for the company. These are the one which shapes and gives meaning to company’s motives. Principles on which the company runs, it helps the company to set up an environment where proper analyses of work is done. Core values helps customers understand the objective and mission of the company. A large portion of the representatives will joyfully work after some time for motivating forces. This will increment underway and will be gainful for the organization. Be that as it may, the goals ought to be chosen as ahead of schedule as would be prudent. An administration without a clear methodology will neglect to meet the organization's desire (Meyers and van Woerkom, 2014). Thusly a full-confirmation design must be made before the generation begins. An administration can take proposals from subordinates, yet a ultimate choice ought to be taken by him or her. An administration can set up an objective on both short and long haul premise as indicated by the organization's requests. The administration will be in charge of the creation of his or her group or association. Thusly administration ought to know about the everyday work of the group.
Values such as ownership, making a difference, being honest, delivering quality describes core value of the company and working environment. Nature of employees to work in a company and to drive its motives require training and investment of time. Ethics and morale of a company can benefit the employees to extend their positive attitude towards work. Motivation to work is organised by rewarding employees with some kind of achievements and a sense of honour. It enables them to think and reshape the environment. The choices you make based on the values impacts your every way of life. Values are organised and taught to us at the very early childhood phase by our elders (Suddaby, 2015). Core values remains always while some values may change. Punctuality is one important values, it reflects your determination to the work place and the quality for the work you do. Being punctual makes you reliable and maintain trust and good relationships among employees. The power of belief is also a key attribute that contributes to heal the company from any misguided step. If you have the belief to compete the task and overcome any difficulties, then it will be completed no matter what how much we are let down, we will find a way to take it to the final stage and complete it.
Impact of personal beliefs on workplace
In this current world where democratic environments are the majority in the civilization and vast amount of people follows an orthodox system of life, the term workplace bears a great weight. Workplace has huge domain, any environment where professionals follow one common system as specified can be termed workplace. Personal belief means the inner point of view of oneself which effects the confidence in various ways at various steps of the life. At workplace where competition of improvement curve is very significant each person contributing to it bears a responsibility. Every person is different and unique based on his beliefs which reflects in performance. Managerial roles play a big part in building positive belief in someone. As stated by Dewey (2014), the best way of learning is by experiencing. People in workplace might fear to express his thoughts due to lack of belief in self.  A big role for managers is to grow confidence in everyone so that without stressing on the outcome they can come forward and participate. Everyone is a student of their own life and gains knowledge from various personal and social experiences. Knowledge helps us to gain maturity as well as build a strong self-belief. If the work environment is healthy where knowledge sharing is well mannered it develops quicker. Managers can spread a sense of positive personal belief among everyone which can motivate encouraging behaviour to everyone. The healthy practice of sharing ideas among everyone leads towards innovation. People must not think of aftermath and stay as a closed box. Gaining social competence is significant to each person in a workplace as well as to the stakeholders. Everyone wants to go forward in this modern world where everyone’s participation holds key towards greatness. 
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Conclusion
From the report it is evident that in a race to accomplish high creation where development is greatest objective. Everybody needs to succeed which makes a solid situation to enhance impact the work environment in particular. The present case of customer service also demands the critical thinking by the employees or staffs who responds to the customer directly. It can be concluded that having a calm and peaceful mind while addressing the issues of the customer, solves maximum of the problem and build a good reputation of the organization.    
Going ahead just accomplishing objective with execution is not the sole worry as future degree requests a sorted out and all around characterized framework for everybody to take an interest. Parity is imperative in wherever so just moving in the generation isn't sufficient, the components that fabricates the association that add to its accomplishment must have a solid conviction towards the working environment. That is the place management part comes into picture to increase oneself certainty, inspirational state of mind, moral qualities. As the administrative approach during the time the significance of representatives progressed. The need of everybody to partake approached. In the current scenario the greatest objective of a supervisor is to make everybody socially skilled and also develop highly ethical behaviour toward the customer. The vibe of being a piece of the framework encourages everybody to cross mental questions and be more expressive of their considerations. Each thought is virtuoso in its own specific manner yet in the event that everybody does not approach then we won't have the capacity to locate the best of them. The essential idea of a working environment is the place somebody adds to pick up something as a by-product of individual need. In rough words fulfilment is extremely essential as this is a noteworthy purpose behind work. Specialist fulfilment of the customer’s demands is as critical as making enthusiasm towards the workplace for better outcome. 
The idea of behavioural hypothesis expresses that the encompassing condition's impact on the workers impact his execution in particular. That is the reason getting positive change representative convictions, state of mind and qualities ended up essential as the workplace itself is made of workers of various level and parts. Enhancing moral and good estimations of everybody to keep it far from different block of authoritative process is additionally imperative. The part of administration bears the obligation of these philosophical methodologies of change and that is the reason different new hypotheses are getting down to the execution of correct behaviour and beliefs in a workplace.
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