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The purpose of this report is to highlight the analysis of the relationship between organisational culture and organisational structure with organisational performance, in a company, having as case study an international hotel company named, CitizenM. This paper will describe the definition of organisational culture and structure, and how this has an impact and can influence on the organisational performance and individual behaviour at the workplace. To conduct this research, I will use different articles and books who describe the culture and structure of organisations and companies in general, the official site and the official reports of CitizenM company, and my own knowledge of some facts, having been working for this company for the past five years. 

[bookmark: _Toc68532829]Introduction:

CitizenM company is a four-star hotel company founded in 2008 by Rattan Chadha, first hotel opened being in Amsterdam Schiphol Airport. In this moment CitizenM operates 22 hotels across North America, Europe, and Asia, and the company has 14 new hotels under development globally.
Four-star hotels offer four-fifths of what five-star hotels offer. Three-star hotels offer three-quarters of what four-star hotels provide, down to one-star hotels that offer roughly half of what two-star hotels offer. In other words, they all compete on essentially the same things. “In this industry,” says Michael Levie, co-founder of CitizenM. “People think they’ve innovated if they change the paint colour on the walls or switch the type of chocolate on the pillow.” (Kim &Mauborgne, 2020).
Against this backdrop, Rattan Chadha and Michael Levie wanted to create a new kind of hotel chain. One that would capture the growing mass of frequent travellers, whether traveling for business or for pleasure. The two business owners found that all of these "mobile citizens" stayed in either three-star or luxury hotels. They saw a blue ocean chance and needed to know why regular visitors preferred luxury hotels over three-star hotels and vice versa. When they progressed, so many of these new insights emerged. Despite all of the aspects on which the hotel industry competes, only three factors emerged as crucial in deciding why regular visitors choose five-star hotels over three-star hotels: the sense of comfort and elegance they experience; more luxurious sleeping environment; and its prime position. As for those who choose a three-star hotel over a five-star, Price was the most popular reason, followed by another: five-star hotels always feel too formal and pretentious. 
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The organisational structure is a system that describes how certain actions are oriented towards reaching the objectives of an organization. These tasks can include rules, roles, and responsibilities. Also defines how knowledge flows between the stages of an organisation. For example, in a centralised system, decisions flow from top to bottom, while in a decentralised structure, decision-making powers are spread across different layers of the organisation. Having an organizational structure in place allows companies to remain efficient and focused. 
Are five main organisational structure. The first one is flat structure, which is often used by start-up and small businesses or companies where is less hierarchy power and employees are free to suggest ideas and run with them, crediting additional structure in the process. Employees will be assigned main roles and will deliver work in accordance with their experience, allowing them to become more involved in all activities and, as a result, have a greater control on decision-making processes. 
 The second structure is the tall structure, or hierarchical structure.  Between the executives and the front-line staff, a tall structure system includes several levels of administration. The longer the chain of command descends from the top to bottom, the taller the hierarchy grows and the more complex the flow of knowledge between layers becomes, the greater the organisation becomes.      Matrix structure is another type of structure in which all personnel have dual reporting lines, reporting to two (or often more) supervisors depending on the circumstances or task. This structure is well suited in businesses with a diverse range of goods and customers that must complete massive and complex projects. 
 The fourth type of structure is functional organisational structure. Businesses with this type of structure, for example, will organise all of their advertisers in one department, their salespeople in another, and their customer support staff in another. Larger businesses, specifically those that manufacture physical products, are particularly well-suited to this form of structure. 
The last type of structure is divisional structure, used by larger corporations that work in a wider metropolitan region or have separate smaller organisations under a larger company that serve particular goods or sectors. Each division, under this arrangement, effectively functions as its own entity, overseeing capital and the amount of money spent on projects and aspects within those divisions. Even so, any organisation with a diverse product portfolio or regional activity might, in principle, succeed within a divisional structure.

[bookmark: _Toc68532831]Organizational culture:

Learning a company culture is necessary, because it help us to understand what is happening in a specific organisation, how to run and how to develop them. Organization culture is defined as shared assumptions, beliefs, and typical behaviours in a company, also has a strong impact on the success and long-term viability of companies. Among various concepts of organisational culture, the common opinion among organisational scholars is that it refers to the common values or perceptions, opinions and understandings shared by a collective. Schein (1992) defined organizational culture as, “a pattern of shared basic assumptions that the group learned as it solved its problems of external adaptation and internal integration that has worked well enough to be considered valid and therefore to be taught to new members as the correct way to perceive, think and feel in relation to those problems.”
The research made for the competition of this paper showed that are four main types of organisational culture as is the picture below.
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IMAGE 1: Cameron and Quinn (1999)
Source: www.semanticscholar.org/paper/Examining-The-Effect-Of-Organisational-Culture-And-Basahel-Alshawi
As the picture shows the four organisational culture are divided in four categories: internal focus and integration; external focus and differentiation; flexibility and discretion; stability and control.
 Clan culture is a culture where people are oriented in the way that the organisation acts like one large happy family. This is a highly interactive work environment in which every person is respected, and connectivity is of the utmost importance. Clan culture is often combined with a horizontal structure, which aids in the breakdown of boundaries between the top management and staff and encourages mentorship opportunities. Companies that are adopting this culture are action oriented and they are embracing changes and they have a highly flexible nature. We can find this type of culture especially in the start-up and small businesses.
Adhocracy cultures are built on innovation. These are the organizations on the top position of their businesses, trying to create the next big trend before anyone else has even begun to raise the same questions. To do so, they must be willing to take risks. Individuality is respected in this type of culture and all staff are allowed to think creatively and bring their thoughts to the table. This type of culture can be found in companies such as: Google, Facebook, and Apple.
The third type of culture is Market culture, which prioritizes profitability. All is measured with the end result in mind. Each job has a mission that is consistent with the company's ultimate goal, and there are often multiple layers of management between staff and leadership positions. There are results-driven companies that prioritise objective performance over internal fulfilment. This culture highlights the significance of hitting deadlines, hitting goals, and producing outcomes. The goal of a company who use this type of culture is to be the best in its industry, and also using a retailer marketing platform. So, the best companies as example for this culture are Amazon and Bluecore.
The last type of culture is hierarchy culture. Companies of hierarchical culture follow the conventional organisational structure. There are companies that prioritise internal structure by a transparent chain of command and several management layers that isolate subordinates from leadership. In addition to a strict system. There is also a dress code that employees must comply to. This type of culture can be found in most of the traditional companies and organisations from customers service to fast food restaurants.

[bookmark: _Toc68532832]The organisational structure of CitizenM company

[bookmark: _Hlk68524075]Following the definitions and the types of the organisational structure, I can strongly sustain the fact that CitizenM is a company who combine the flat structure with the functional organisational structure. Some of the reasons to sustain this argument can be found in the CitizenM employee handbook, where is specified that all employees have a power decision over their actions at the workplace and also that as employees, we should take ownership on our position during our shifts. As in a flat structure every CitizenM hotel do not have many levels of command, these levels being divided in 3 stages of career. Hotel Ambassadors, who are responsible for the daily basis task an operation of the hotels, starting from customer service, reception, bar, front of the house and back of the house, each ambassador had training provided by the company with the purpose of becoming masters in what they are doing in each area of the hotel. 
MOD or managers on duty, which are responsible to guid, sustain and make sure that the ambassadors are fulfilling their tasks, working side by side on the daily basis operation. Also, their job is to be the authority figure of the hotel, when dealing with big complains or unhappy guests.
The third stage is the hotel general manager, which job is to take care of all employees, managers, and ambassadors, guide them, advise them, deciding at the same time the bonus reword which can go up to 30 % of the salary based of their performance and approach in dealing with complains, actions, task and all other things that need to be done in a hotel.
As Henry Mintzberg, in The Nature of managerial Work, said, “Managerial work is enormously complex, far more so than a reading of traditional literature would suggest. There is a need to study it systematically and to avoid the temptation to seek simple prescriptions for its difficulties.”
Beside this hierarchy which each hotel has it, there are other teams and chains of command outside the properties. CitizenM called this teams Support offices, which are divided as well in different departments as: Financial team, Maintenance, Support IT, F&B (food and beverage) department, which are there to advise and help all employees from all properties to deal with issues and complain out of the hands of ambassadors and managers on duty.
Due to this fact CitizenM demonstrates that is a company who combine the flat structure with the functional organisational structure.
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Being a hospitality company, which is focused on technology and innovation, having employees empowered to take decisions an come up with new ideas on the daily basis operations and not only, demonstrates that this company has an adhocracy culture. The mission of this company is to “Become the leading transformational hotel, inspiring a new generation of modern travellers in the big cities of the world by offering an affordable luxury lifestyle, while providing sustained premium returns to stakeholders.”
This concept of CitizenM culture is defined by an experience pyramid. On the base of the pyramid, we have standards and procedures which are the core of every company, in the middle we have meeting expectation, and all ambassadors are expecting to meet these criteria for the hotel guests, and at last on the top of the pyramid is exceeding expectations, which ambassadors and managers are doing this being empowered to do as much as possible for the guests with the R.A.O.K (random act of kindness) program. For example, if an ambassador feels like he had created a bond with a guest he can give him discounts and sometimes free F&B without asking permission from any manager. This experience pyramid and this type of culture creates loyalty and raving fans, creates satisfaction, and also prevents irritation and complaints from the guests. 
This are the main characteristics of CitizenM culture.

[bookmark: _Toc68532834]             Individual behaviour in CitizenM 

Individual behaviour can be characterised as a combination of external and internal stimulus responses. It is the way a person responds in various situations and communicates various emotions such as anger, satisfaction, and love.
It is well known that the individual behaviour at the workplace it is defined by the mentality of the company or organisation. In CitizenM company as described above, all staff has been empowered to come up with ideas and take actions without the approval of managers in certain situations. As a person being empowered to do you work respecting the standards and procedures, but in your way, it makes you feel happy and more productive. The company when is hiring personnel, it does not look on the curriculum, or your experience in the hospitality industry, but on the soft skills, on the behaviours with yourself and with others, that way when hiring CitizenM organises casting days, and they decide how will be hired based on the personality and human behaviour demonstrated in the casting days, by doing certain interactive games, which will show your nature as a person. Even if the staff is empowered to take decisions and to be themselves, CitizenM has some policies which can be found in the CitizenM handbook, as the speak up policy. This policy is characterised by the motto “feedback is a gift” and every employee need to share on daily basis who is feeling at work and if is something that is not right with the other colleges, and to try to fix this issue by giving feedback and receiving in an appropriate manner. In this way almost all work-related issues between co-workers are resolved. 

[bookmark: _Toc68532835]Recommendations

My recommendation for improving the performance of CitizenM by using organisational structure and culture is that it will be better if the company will come up with a handbook about how to react and speak in different crisis situations. For example, if a guest complains about something which has to do with technology or maintenance, which is out of ambassadors and managers hands most of the time, all employees need to agree on the same approach about these issues because can be discrepancies and issues when 2 ambassadors are dealing with the same issues but in different ways, but the issues it is still not resolved. So, the structure of the company is very good, but the culture can be improved. 


[bookmark: _Toc68532836]CONCLUSION

The conclusion of organisational structure, culture and individual behaviour is that the company mindset is proper made to success and to be on the top of hospitality industry. This company takes care, and they are putting on the first place his employee, because they know that a happy employee can perform better and can make customers happy creating in the same time connections with the guests which they will become regular guests and funs not just because of the luxury or the technology of the hotel but also because of the human interaction. 
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