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Executive Summary
Understanding the workplace culture and its impact on organisational efficiency is critical. An organisational culture entails the unwritten beliefs, behaviours and customs which determine the power, structure and organisational decision making. The culture of an organisation is based on the traditions of the organisation, its shared history and the existing leadership values. Culture determines how the functions within the organisation will be carried out. The survival tactics of an organisation facilitate personal success and organisational efficiency. The report gives an eagle's eye to the workplace culture of DHL company and how it influences its success. DHL is one of the largest logistics companies in the world, having been established in 1969. Its global presence makes it an interesting study topic considering that it is affected by different cultures in different parts of the world. According to a survey, it is among the best companies to work for. Porter's Five Forces model and the PESTEL analysis framework have been adopted to better understand the organisation. The second part of this report contains a reflection of the entire course. Gibb's model has been utilised in reflecting how the past ten weeks of learning this course have been.
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Task One
[bookmark: _Toc103378697]Introduction
Deutsche Post DHL is a global logistic firm. The company was founded in1969 by three individuals namely: Robert Lynn, Adrian Dalsey and Larry Hillblom. The name of the company was derived from the initials of their name, but arranged in alphabetical order. In 2002, DHL became an entirely owned subsidiary of a Germany's postal service, Deutsche Post AG. They did not anticipate that DHL would evolve to become a large global logistics firm. Over 400,000 employees are working for DHL globally, with operations in 220 nations. The company serves customers who their products to be delivered cheaply and faster. Besides, DHL thrives well because of its global interconnectedness, which moves goods from one country to another. The company has a yellow and red colour scheme which can be seen on its aeroplanes, vans and trucks (DHL, n.d.-b).
[bookmark: _Toc103378698]PESTEL Analysis
The framework gives a comprehensive list of influences on strategies' possible failure or success. It analyses political, economic, social, technological, environmental and legal factors. DHL is a global company that operates in several countries (Yüksel, 2012). As a leading courier, parcels and express mail company internationally, its operations are often affected by external factors. Analysing these factors will give a better understanding of what the company can do.
[bookmark: _Toc102491898]Political factors
DHL originated in Germany and expanded throughout the rest of the world. The company has to be on the lookout for the political conditions of the region it is in operation. Europe's political structure is often stable with straightforward terms of trade. Therefore, it is easier for organisations such as DHL to gain the market. However, other countries are faced with unstable political environments that potentially affect DHL's operations and might lead to a decline in sales or more costs of operation (Rahman, 2018). Besides, DHL has to conform to various countries' trade policies, tariffs, and export and import restrictions. For instance, when there are high tariffs, it becomes costlier for DHL to operate in that country.
[bookmark: _Toc102491899][bookmark: _Toc103378699]Economic Environment
DHL can be affected negatively in a global economic crisis, causing financial losses and decreasing its business. In countries experiencing inflation, for instance, the buying power of customers in that country will decline, reducing DHL’s sales. On the other hand, a country with flourishing terms such as growth rate can increase DHL’s business (Kreutzer, 2019). When the company operates globally, exchange rates can help it gain profits or suffer tremendous losses. 
[bookmark: _Toc102491900][bookmark: _Toc103378700]Social Factors
The attitudes and perceptions of people towards a company can significantly affect DHL sales. For example, when people in a given country prefer using local services or products made within their country, a global company like DHL can suffer huge losses. Similarly, a country with the majority of its population in the lower social class means they can only afford products of low costs. DHL will not succeed in this market because people cannot afford its services (DHL, n.d.-b).
[bookmark: _Toc102491901][bookmark: _Toc103378701]Technological factors
Technology plays a critical role in the logistics of companies such as DHL. The companies are based on speed and reliability. Such firms must keep up with trends in technology to maintain their brand. A company that understands technological trends is more likely to make profits than one that does not. However, this may come with costs (Dhir & Sushil, 2019). Hence, offering convenience to the customers leads to huge costs but is a source of competitive advantage.
[bookmark: _Toc102491902][bookmark: _Toc103378702]Legal Factors
Expansion of DHL to other countries requires familiarity with the laws of the land in those countries. DHL has to adhere to the legal requirements of those countries. These laws can include consumer protection laws, copyrights and patents. While some of these requirements can benefit the company, others can come at a cost (Chung & Bowie, 2017). It is critical for DHL to maintain their brand name as well as save itself from potential future lawsuits.
[bookmark: _Toc102491903][bookmark: _Toc103378703]Environmental Factors
The transportation or logistics sector entails air, water, and land transport, all of which contribute to environmental pollution. In such a case, a company's reputation can be ruined if it contributes a lot to pollution. As a result, companies can lose customers due to this perception. One of the best ways to address such issues by companies such as DHL is through corporate social responsibility (CSR) activities that revolve around the management of waste and recycling (Cosimato & Troisi, 2015). The result is customer trust and profits. 
[bookmark: _Toc103378704]Porter’s Five Forces
Michael E Porter of Harvard Business School developed the Porter’s Five Forces Model to show the competitive position of a company (Grundy, 2006). It is an important framework that assesses and evaluates the position of an organisation and its competitive strength. The model is founded on the concept that there are five forces that determine the market's appeal and the competitive intensity. This model helps companies identify where there is power in the business setup. Such understanding is useful not only to the competitive position of the organisation but also to its strength to avoid mistakes and improve weaknesses. The model can help DHL to measure its success probability of alternatives. The business management can regard this to deal with emerging issues linked to lowering customers' membership rates.
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[bookmark: _Toc103378378]Figure 1: Porter’s Five Forces Model (Grundy, 2006)
[bookmark: _Toc103378705]The threat of new entrants
It is hard to realise the economies of scale in a business where DHL operates. Firms producing in large capacities are likely to have a cost advantage. It becomes expensive for new entrants because of the high cost of production. The threats of new entrants are, therefore, a weaker force. Products differentiation is strong in industries that sell differentiated products instead of standardised products.
Consequently, there is a weaker force of threat of new entrants in this industry. There are strict licencing requirements from the government as well as legal requirements in this industry. Again, the threat of new entrants is not a strong force (Oflac et al., 2015). Since DHL enjoys the advantages of scale, it can take advantage of it to fight off new entrants by utilising cost advantage. DHL can also concentrate on innovation for product differentiation from new entrants. It can venture in the promotion to create a strong identification of its brand. In such a manner, the company can retain customers instead of losing them to new entrants. 
[bookmark: _Toc103378706]Bargaining power of suppliers
In the market area of DHL, number of suppliers is more than that of buyers. As such, suppliers have minimal price control, making the power of suppliers a weak force. The products that the suppliers provide have low switching costs and are standardised but not differentiated. Buyers like DHL are able to shift suppliers and the bargaining power of suppliers becomes a weaker force. This bargaining power is also a weaker force in DHL's industry since they do not offer a credible threat to industry integration (Oflac et al., 2015). In order to tackle suppliers' bargaining power, DHL can buy raw materials at a low cost from suppliers. The company can then switch its suppliers if the products are unsuitable because the costs of switching are low. Besides, DHL can have several suppliers within its supply chain in order to ensure efficiency. Lastly, the company can benefit by establishing closing relationships with its suppliers. 
[bookmark: _Toc103378707]Bargaining power of buyers
In the industry where DHL operates are more suppliers than companies that produce the same products. It, therefore, insinuates that the buyers have limited choice of firms and do not have control over prices. Differentiation of products within the industry are many, meaning that buyers are cannot find alternative firms that offer a specific product. This challenge in switching results in a weaker force of bargaining power of buyers. Additionally, most of these buyers have a low income, meaning that the pressure to buy at low prices is high. Therefore, the buyers are sensitive to price and have a weak buying power. There lacks a noteworthy threat to buyers for backward integration. Hence, the bargaining threat of buyers is a weaker force. DHL can concentrate on product differentiation in addition to innovation to attract buyers (Oflac et al., 2015). Products' quality and differentiation are vital to buyers within the industry. The company can focus on these factors to attract several customers. There is also a need for DHL to build a large pool of customers since buyers have a weak bargaining power. It can achieve this by marketing with the aim of building the loyalty of its brand. Finally, DHL can utilise economies of scale to sell at a low price and develop a cost advantage. This will attract several buyers. 
[bookmark: _Toc103378708]The threat of substitute products
The few available substitutes in the industry where DHL operates mean no maximum profit ceiling that companies are supposed to earn in the industry. These factors ensure that there is a weaker threat of product substitution. Few substitutes offer high quality. Nevertheless, they are more expensive. Firms that produce within DHL's industry can sell at a reduced price compared to rival products. Buyers, therefore, are unlikely to switch to substitute goods and services. The threat of substitute products in the industry DHL operates is weak (Oflac et al., 2015). In order to overcome the threat of substitutes, DHL can aim to offer quality products so that customers can choose them. This can offer greater quality at a lower price compared to substitute products of high quality and high price. DHL should also concentrate on its differentiation of products to ensure that buyers perceive its product as exceptional and not shift to substitute products. 
[bookmark: _Toc103378709]Rivalry among existing firms
The number of rivals in DHL’s industry is less. The few competitors are large, meaning that the firms in the industry will be noticed whenever they make moves. As such, there is a weaker force among the existing firms in the industry. The few competitors have a large share of the market, meaning that they will engage in competitive business to become the market leaders. There are also high barriers exist within the industry because of the assets and capital needed to operate and due to government restrictions and regulations. Firms in this industry are reluctant to leave their operations (Oflac et al., 2015). As a result, the competition among existing forms is strong. DHL should focus on product differentiation to have minimal effects on its customers seeking unique products. The firm should also concentrate on new customers instead of winning the existing companies. Carrying out market research can also be done to understand the situation of demand and supply in the industry. 
[bookmark: _Toc103378710]Implications of Porter Five Forces Model on DHL 
The model can help DHL in strategic planning to understand the various factors of the model affect the company profitability. A weaker force means a greater benefit for the company, while a stronger force is a threat to profitability. DHL’s profitability in the industry can be made and applied in its strategic planning.
[bookmark: _Toc103378711]Effects of Covid-19 on Quality System
The Covid-19 outbreak hit economics and health economies globally unexpectedly. The disease and its treatment were yet unknown. No one knew how long the sickness would wreak havoc on the economy. The epidemic slowed global trade and halted international travel. DHL had to predict the future of globalisation or intercontinental trade. The epidemic caused economic stress, opposing globalisation (DHL, n.d.-c). According to a magazine issue, DHL performed a poll of 500 top decision-makers from various businesses. The goal was to gauge their reactions to the shock and how fast global flows would recover.
According to the poll, 63 per cent of respondents sourcing or operating in global markets claimed. Covid-19 lockdowns were the most expected problem prior to the economy. LIKE DHL, most UK and US businesses remained globally connected despite pandemics and trade obstacles. 74% of respondents said their companies relied heavily on worldwide partners. Considering global market integration, over 90% of respondents indicated their organisation's economic recovery depended on robust global trade flows in the coming year. Most respondents (80%) agreed that eliminating certain recent restrictive trade measures would boost their organisations' profitability. Finally, business leaders were optimistic about global trade travel last year. Most respondents stated their organisations planned to expand overseas business travel. The epidemic unfolded at a speed that the WHO described as "unique in public health history." 90 days after the virus spread to most nations, mobility restrictions and severe quarantine protocols were implemented (DHL, n.d.-b). In the third week of April, nearly 2.5 million new cases were recorded in over 200 countries, most of which DHL has a presence.
Beyond health, the Covid-19 outbreak has generated problems. It has had adverse impacts on the global economy. This is not the case for Tobias Larson, CEO of DHL Resilience360, who argues that the pandemic helped DHL safeguard, track, and visualise its operations. Several worldwide sectors are now utilising this platform to manage risk, crisis response, and business continuity. He, however, acknowledges that companies were affected due to a shortage of key equipment, forcing them to close due to a lack of manufacturing capacity (DHL, n.d.-c). Some of the experienced employees in those companies lost the battle to the pandemic. 
Several organisations use smart logistics methods to respond to disruptive situations like Covid-19. Global transportation networks have shown adaptive in a crisis, relocating assets, modifying capacity, and changing routes to suit changing demand. The Covid-19 outbreak has overloaded logistic businesses like DHL. According to Larsson, “Suppliers are the essential connection in every other dilemma. You can always provide if they can produce.” (DHL, n.d.) DHL's logistical relationships have been strained. During the pandemic, air transport collapsed, wiping away half of the world's regular air freight capacity. This is because most of the material is transported by plane. Labour shortages and port restrictions hindered shipping. Trucking companies battled driver shortages, border delays, and route closures. 
[bookmark: _Toc103378712]Workplace Culture of DHL
The workplace culture of an organisation can be understood using the cultural web. It identifies six organisational culture elements that help in making up the paradigm designed by Johnson and Scholes (Seonaidh & Foster, 2013). In their case, self-consistent beliefs and ideas act as a filter and influence how we perceive and make sense of things. 
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[bookmark: _Toc103378379]Figure 2: The Culture Web (Freemantle, 2013)

DHL has been recognised as one of the best workplace environments in the world. As the largest express service provider globally, it has been recognised as a great place of work by Fortune and Great Place to Work. The two are international consulting firms and people analytics firms that assess the employees’ work experience through their certification programmes (DHL, n.d.-a). DHL emerged fourth globally in 2019 after the participation of over eight thousand companies in the survey. The survey considered the voices of twelve million employees globally. Twenty-five companies were selected from the list of companies as the best places to work. DHL’s ranking as the best workplace was fourth in a row.
According to DHL’s CEO John Person, “This hat-trick is a huge source of pride for everyone at DHL Express. It is also a strong testament that our culture of recognition is the main driver for our outstanding employee satisfaction. Our more than 100, 000 employees are at the heart of our business and the most important driver of our global success. They are the ones who put their passion for their work at the service of our customers to offer them the best possible quality – every day, everywhere.” (DHL, n.d.-a)
According to the Executive Vice President HR manager of DHL Express, "Our intention has always been to be an employer of choice. We want DHL Express to be somewhere that people desire to work and where our people enjoy coming to work every day. We have achieved that by abiding by a very simple strategy that starts with 'motivated people', which has enabled us to carve out a distinct culture within our business. Our high-performance mentality is echoed worldwide, and our people possess a genuine sense of passion and purpose – something which I am incredibly proud that Great Place to Work continues to recognise.” (DHL, n.d.-c)
Michael Bush, Great Place to Work's CEO, says, "If you think about what over 100,000 people do every day at DHL in over 220 countries to deliver products and services in the most urban and remote corners of the world, this is perhaps the most global company in the world. When you think about all the language, culture, weather, and regulatory challenges they face daily, yet they can connect people and improve lives (putting their employees first), it is one of the most amazing companies globally.” (DHL, n.d.-c)
[bookmark: _Toc103378713]DHL Organisational Culture and its Efficiency
DHL works with diverse employees in a work culture that leverages commonalities and in a culture that is beyond workplace differences. A successful multinational company that operates on a door-to-door service requires a cross-functional team in its global network ("The Impact of Global Trends on Courier Service and Consumer Satisfaction: A Study of DHL," 2021). DHL works with employees from diverse cultures with contrasting experiences and different views. This diversity can be a strength or a weakness for most companies (Lopes et al., 2010). For instance, global teams can face cultural differences that affect interpersonal communication, hindering efficiency. In order to navigate this, it is important to establish a healthy workplace. 
DHL aims at connecting people and improving lives. This course has ensured that its teams can effectively appreciate and navigate cultural differences. According to the company, diversity is a legally protected feature and a mindset that benefits its customers and employees. The company has integrated inclusivity in the workplace, collaboration and teamwork to ensure mutual respect, integrity, honesty and openness (Lopes et al., 2010). DHL realises this by training its managers and employees about inclusivity and diversity. For managers to reach out to their teams effectively, DHL has trained them to be culturally sensitive to others, understand cultural navigation and ways of avoiding discrimination. 
In order to overcome cultural divides, DHL perceives every person as an asset. The company provides its team with innovation autonomy and workplace improvement to help them achieve their potential (Lopes et al., 2010). Since its employees understand how to engage with customers, they can design work processes and workflow. This is beneficial to them as individuals and the entire company since overall efficiency improves and establishes a culture of mutual respect, innovation and openness. Practically, this emanates through collaborative activities in which people from different cultural differences influence diverse perspectives to realise a goal. The company encourages this by giving competitive compensation for innovative employees that contribute to its mission. DHL conducts employee opinion surveys whey individuals can give their feedback anonymously to add a critical engagement touchpoint. The company advocates for an "open door" policy of communication where it assesses the satisfaction of employees and areas where they need to improve. It is a vital platform which can identify practices which exacerbate different cultures and its vital to understanding the needs of its employees. 
[bookmark: _Toc103378714]Ethical Dilemma
The recent encounter with the Corona Virus was another ethical dilemma that faced DHL. Globally, the world lauded the front-line workers in the medical fraternity for their fight against the pandemic. Very little consideration was put on other workers in the supply chain who toiled in the hard condition to keep the world running. DHL put its workers in the forefront to supply humanitarian aid. All the customs teams of the company were working as usual despite the threat that the disease posed. This was a hard decision for the company to make, but the service to humanity came first (DHL, n.d.-c).
	Figar & Đorđević (2016) define an ethical dilemma as a situation that involves choosing between two or more alternatives. The selection of the best choice reflects a large number of principles, making the situation cause conflict. These conflicts can be addressed by prioritising or using hierarchy. DHL has experienced an ethical dilemma before, particularly among its employees. India DHL's subsidiary was accused by employees of preventing them from joining the employee's union of DHL. They alleged poor working conditions, lack of recognition, payment disputes, minimal job security and unofficial working hours. The International Workers Transport Federation intervened in the situation and brought it under control. The Indian DHL branch is up and operational as these issues have been addressed.
In a report by the European Transport Workers' Federation in 2013, DHL was accused of continuous abuses of rights, backing fake unions and unfair dismissals across its global network. The federation said that the company threatened to alienate its customers and shareholders in the report. In a meeting, the federation head Ingo Marowsky said, "The questions are piling up for DHL and this AGM is just one of the places where they'll be asked. Questions such as what's happening in Turkey? How can you allow your management there to sack workers who have chosen to join a trade union? How is it acceptable for you to ignore them and sponsor a rival union whose only DHL members are those reportedly forced to join by managers? And there are more questions that shareholders, investors and customers want to be answered, too, about how all this can be reconciled with DHL's corporate responsibility policies and claimed observance of the UN Global Compact. And why the company is in court in Turkey and has been hauled up in front of the OECD.”(European Transport Workers’ Federation, 2013). The company should address the feedback from its global outlets by taking responsibility before suffering a loss of stakeholders and customers. The company should strengthen employees' unions. DHL can invest in CSR, especially in countries where it has received backlash, in order to maintain the loyalty of its brand. 
[bookmark: _Toc103378715]Conclusion
Organisational structure and culture remain an integral part of any firm. The structure sets the policies and rules, which develop the organisational culture. In order to achieve success, the culture and structure of an organisation should be creative, innovative and open. Organisational culture and structure are interdependent. The shape of the two determines how employees behave and the overall organisational efficiency. Besides, it is important to understand both internal and external factors that affect an organisation. There are several models that can be used to understand how an organisation is prepared both internally and externally in an industry that is full of stiff competition from rivals. Porter's five forces and PESTEL analysis models have been considered. DHL is one such organisation that has well-defined culture and structure. Although they have been accused of various ethical dilemmas, the company continues to prove itself as a global giant in logistics. 

Task Two
[bookmark: _Toc103378716]Reflection
I will analyse my learning experience using Gibbs' Reflective Cycle throughout this course. This model offers six phases to explore an experience, in this case, my learning experience throughout this course. The model stages I will use include description, feelings, evaluation, analysis, conclusion and action plan. The theory was developed in 1988 by Graham Gibbs as a structure to learning from experiences (Gibbs, 1988). It gives a framework to evaluate experiences and offers a cyclic nature. It is particularly important for repeated experiences such as learning through a course. 
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[bookmark: _Toc103378380]Figure 3:Gibbs' Reflective Cycle (Gibbs, 1988)
[bookmark: _Toc103378717]Description
The course on workplace culture and organisational efficiency started ten weeks ago. I was eager to learn how the workplace culture can contribute to the success or failure of an organisation. I had heard that firms are always keen on their culture and how they treat individuals. Besides, I wanted to know what results in organisational efficiency. I was not sure whether the workplace culture could lead to organisational efficiency. One incident happened when we were discussing with a friend about this course. I was not sure about what I would expect. I had not read the course outline to know what I would be up to for the next ten weeks. At first, I was nervous about explaining something I did not know. She assured me that I would be very competent by ten weeks.
[bookmark: _Toc103378718]Feelings
I had mixed feelings. One was that I would gain a lot by the end of this course by reading all the course materials. However, I was anxious because I had registered for three courses. Although it was not my first time handling three courses simultaneously, I was unsure what to expect. I remained confident that I would manage all the units and pass at the end of the course. 
[bookmark: _Toc103378719]Evaluation
Within the first week of class, I had gone through the entire course outline. I was aware of what was expected of me throughout the course. I was sure that the grades would depend on my class attendance at the end of the semester. According to Credé et al. (2010), attending class with student characteristics and grades is a relationship between attending class. According to the researchers, attending class can predict students' performance on tests, their study skills and habits. The experience was good. The first week covered the introduction. I understood about organisations and their environment. The professor has also attached a few case studies to help understand the topics better. PESTEL framework was a useful tool to learn during the first week of the course. 
In the subsequent weeks, every week had its different lessons in the second week of the course. We appreciated the organisation and how its environment is critical. On this note, I appreciated how powerful the Porter's Five Forces Model is in analysing the organisational environment. The week also had case studies, which were great to learn from. In weeks three and four, I learnt about organisational structures and culture. An organisation's structure is a major determinant of an organisation's culture. The work structure in an organisation also entails the wider societal structures and cultural context. I appreciated what traditional organisational structures looked like. I also discovered other organisational structures that I did not know existed. The fifth week entailed the creation of ethical and sustainable culture in the organisation. By the end of that week, both employees and the organisation had a role in facilitating socialisation. On that note, week six helped me to decipher what determines a successful organisational culture and culture change. I appreciated how to lead change management. The rest of the weeks mainly covered barriers to effective organisation functioning, global implications of organisational culture and business ethics and ethical dilemmas. I did not know what could cause ethical issues in the organisation. After this course, I appreciated cultural and social beliefs, religion, new technologies, ideologies, economic systems and law. Besides, I discovered ways of safeguarding ethical challenges. I appreciated how personal integrity is important in daily life among those ways.
[bookmark: _Toc103378720]Analysis
I this stage, I am required to make sense of what happened throughout the course. To start with, I was able to finish this class successfully because I was very determined to learn. I have not had problems before missing out on classes and not completing the course. I would be lying to say that this has been easy. I have had to stay up until late to do my studies and complete my assignment. I can attribute my consistency in my studies to this success. I have had a supportive family and friends who always encourage me to work hard since hard work pays. Whenever I had difficulties understanding concepts, I was not hesitant to ask. I also took the time to consult the literature to ensure my experiences make sense. This is called the theoretical lens, as suggested in Brookfield's reflection model (Brookfield, 1995).
[bookmark: _Toc103378721]Conclusion
The course has been a learning experience. I learned the importance of group dynamics when working on assignments. Although I did not work a lot with groups, it is something that I have done before. It is not easy to forget when you discuss something with your peers. Colleagues in group work also help in identifying one's strengths and weaknesses. The only challenge comes when a decision has to be made. Different people can have different opinions, making it hard to make decisions. It is therefore critical to be important in a group setting.
[bookmark: _Toc103378722]Action plan
When I enrol in new courses in the future, I will get started immediately so that I am on the same page with everybody or sometimes ahead. It becomes easier to read the course materials yourself before the professor explains. It also becomes easier in group work to participate effectively when reading.
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Analysing DHL Culture using the Culture Web

Stories 
· What stories do people tell about DHL and its past?
· What do these stories talk about what DHL believes in?
· What do employees talk about in the organisation's history?
· What stories do the employees tell people who DHL?
· What heroes appear in these stories?
Routines and rituals
· What do customers expect when they walk into DHL?
· What is the expectation of the employees?
· What would be instantly obvious when changed?
· What behaviour is encouraged by these routines?
· What core beliefs are reflected by these rituals?
Symbols
· Are there status symbols that the DHL uses?
· What image is associated with DHL?
Organisational structures
· Is the structure formal or informal? Hierarchical or flat? Mechanistic or organic?
· Where are the formal authority lines?
· Are there informal lines?
Control systems?
· Is the DHL tightly or loosely controlled?
· Does DHL reward employees for good work or penalise them for poor work?
· What reports are given to control finance, operations etc.?
Power structure
· Who has the real power in DHL?
· What do people believe in DHL?
· Who influences or makes decisions?
· How is this power abused or used?
· 
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