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Executive Summary
In this report I have been asked to talk about the beliefs, values, attitudes, and behaviours in the workplace and how the pandemic Covid-19 changed the situation. I will talk about my workplace, Pret a manger, and one of our big focuses is the customer service and how the behaviour can change the environment at work. I will try to explain the Taylor’s theory about scientific management theory and how that theory reflects to my workplace.
It’s very important to understand in our team which colour of hat we are (De Bono’s theory) to recognise how to resolve a problem will come to us. Every time, us as team, we could have different colour of hat depending on which mode we are in that moment, and this could help us to resolve the problem we have.
This report was very interesting to do, because everything is connected and because you have for real the chance to learn something new and useful at work.  

Introduction
In this report I will talk about my workplace, Pret a manger.
This brand has been founded on 1984 in London and is a company that works in hospitality and has more than 400 stores of coffee shop in UK and some more in France, Switzerland, United Emirates and USA.
Pret is a very solid company, even though the period of pandemic the company was open and try to go through the hard time for all the world.
I started in this company 3 years ago and like every company I had some moments up and some down. Of course, the pandemic of Covid-19 changed all the perspective as the company was planning to extend more but they had to stop and focus to how to keep as many customers as possible they could. Customers for the company is very important, I can see that is the base for them, without customers we wouldn’t have employees and be one of the biggest companies in UK.

As already mentioned, customers for the company are so important and during the pandemic they thought a lot about the way to keep them coming to our stores.
As everyone we before lockdown we started to be limited to have seating area and after that we were just take away stores. When the government decided to shut all not essential shops my company already got the decision to shut as they were not making any profit and the health of their employees was more important for them.
Pret was after less than two months, one of the companies to open slowly again. The company called just few of us from furlough and the sales were very very low.
It was exactly in that moment that the company started to thin how to try to get back the loyal customers they had before.
As coffee shop my company didn’t have any loyalty card and they started to introduce a card for coffees.
This card gave to customers the chance to get 20 coffees for 1£/each in one month time and this offer called back a lot of customers and we got as well new customers coming.
We got this promotion with this card for around one month so the head of the company got after stock take the amount of the cards we sold and understand if something like a loyalty card could work to get back more customers.
So, what did they do?
They created the coffee subscription. This subscription is online this time and is like we do for Netflix, Disney+ or our phone’s subscription.
They decided that for amount of money, it changed during last two years, customers could get max 5 hot drink every day for the month the customers pay.
This subscription changed completely the situation during lockdown. The rules slowly have been released workers are back to the city and wanted to try to have the life they had before, and this starts with the routine.
Usually almost every day workers before arriving at work, they go to coffee shop to get a hot drink to be ready for the day and this is why Pret concentred so much work and effort for that, the hot drink.
During and after pandemic this subscription changed and revolutionised completely the way to work and helped the company to survive and keep as many employees as possible, they could.

As we talked during the lesson in a workplace is very important to have employee with beliefs, attitudes, and values. Now let’s try to explain the difference between them.
Firstly, the belief is a feeling that a person/employee has about something even is a kind of irrational or not understood. The belief might be spiritual, moral, social, economic, political, or intellectual.
The value is the measure of the worth/important a person attaches to something. The values are global, abstract principles in people’s lives, like freedom, honest, harmony, competitiveness, happiness, and order. To have the right values and belief system may influence the motivation, intention, and engagement with a specific task.
The attitude is the way a person expresses/applies their beliefs and values and is expressed through actions or words. The attitude is formed from three elements: cognitive, affective ad behavioural. 
These three components, beliefs, values, and attitude are together the basic for the behaviour. 

These factors heavily influence the ability to learn and organise knowledge and skills.
It’s very important to understand the difference between attitude and behaviour.
For example, we got used to assume some attitude based on observed behaviour, like lateness or the way the employee is wearing without even not knowing the reason behind that “behaviour” or another example can be when someone has a false behaviour just to reach to something so is good as well to understand the difference between real attitude and false behaviour implying an attitude and this can make the difference sometimes.
So, at work, or in general in the life, is always better to give feedback about the behaviour than attitude, as the person might think that is a judgement instead the feedback.
The best way to avoid some misunderstanding, especially at work, is good to have an ideal behaviour to follow and set the scene before the behaviour are being assessed. In this way the feedback can be considered objective, no judgement and factual. This reduces, in general the potential for any conflict and low morale.
[bookmark: _Hlk54439178]“It is our attitude at the beginning of a difficult task which, more than anything else, will affect its successful outcome” (William James).

As already mentioned above, the best way to get a good performance with good result is to have the ideal behaviour to follow, and in general some rules to follow.
The scientific management theory of Taylor says that theory “is an art of knowing exactly what you want your men to do and seeing that they do it in the best and cheapest way”.
At wok, we need to be efficient and give our best performance to help the company to grow up and give to our customers a good service.
I can feel that this theory can be applied for my workplace as is focused about efficiency and effectiveness performance. Following Taylor’s theory if the procedures and scientific theory of management examples apply, it can change few important things, such:
Prevent the waste of time;
Reduce cost of production; 
Secure the labour in the industry;
Increase the efficiency pf the workers (give good performance)
Develop relationship between workers and managers.
As business company is very important to achieve the best result in efficient time within the right time.
To achieve the best result, Taylor mentioned the core principles of management:
Science;
Harmony
Cooperation
Development of every person to his greatest efficiency and prosperity
Maximum.
My company is almost totally agreeing with this core.
It’s very important for us to feel part of the team, to support and help each other, is important to see the potentiality of some workers that can have the opportunity to grow up in the company to give their best and we try to avoid as much we can any problem giving the right communication and feedback.
So, for a business company, like mine, is important to have some rules to follow to achieve the best result and have our employee happy to get good attitude and then good behaviour too, especially as we are coming from different countries and then with different culture and traditions.
To always respect each other is important then focus about what we do, how we do and do in a good way to help each other and give the maximum result.
What I am saying always to my colleagues that sometime the feedbacks we get from our manager can help us as well in our private like, when is constructive, and even in our life maybe we can do thing properly in less time, which it would be great! Unfortunately, after covid-19 pandemic a lot of things are changed and as well the Brexit didn’t help. We were and we are still in short of staff, so a lot of times we need to try to do our best to do a lot of things at the same time which means that are not very good. This environment makes unhappy the team and then we start to get bad attitude and behaviours. Personally, at my store the situation is getting better, and my team is having the weekly bonus, the job is equal to everybody, and we are not struggling like before. 

My company during some courses, especially for leader, Assistant manager and Managers use this De Bono’s method and they explain us what is that and how to apply that at work.
The Six thinking hats was reated by Edward de Bono. This technique is useful as is a way to understand and explore different types of thinking and especially in 6 different way.
It’s a good method to use with the team as you can get different opinion from all of them and don’t need to say what is righ or what is wrong. Each thinkin style is represented by a different hat:
Blue: organization and planning
Green hat: creative thinking
Red hat: feelings and insticts
Yellow hat: benefit and values
Black hat: risk assessment
White hat: information gathering.
When you «wear» each of the hat you can see the perspective of the problem and trying to understand fully the problme and find then best ways forward.


Reccomendation
I found this assessment very interesting as I discovered some of the scientific theory after industrialisation. It’s interesting, in particular about Taylor’s theory how it still reflects the actual time. I can see his method applied on my company and even the advantages and disadvantages. Even if in the same time his method is very helpful and easier for the employees and give more productivity to the employer this kind of «standardisation» can give to the employee the feeling that is considered just a number and not part of a community. I would recommend to use this theory with careful as if used in manne inappropriate would give the opposite result and with more problems than the company had before.
It would be good if the company, in general, would do some courses to training the manager and whoever has important position in the company. For example, have the management team that have all or part of these skills can really make the difference.
So, what I advise is to implement to talk about these skills and try to give some extra courses of them.

Conclusion 
I did this report with awareness about the weeks I spent to the lesson learning and understand more the approach to deal with my colleagues and remind me what the company expect from us and how, which is really good. 
I got as well the chance to understand more about De Bono’s technique which I will start to use more at work because I think it can be very useful. It would be good appy this technique at least one a month, after we got the results so we can talk about the problems we still have and get idea from all of us to get improvements or fix some issues.
I will use more this technique as I believe that team will like feel important and part of the team and of the management. This will create more attachment and inclusion between them and every success they will fell that they are part of that , which is my objective.














Part 2
Reflective Journal

Introduction to the reflective journal
The first day of new term, as usual, we spent few minutes to present each other and our lecturer, TK. He started straight away to explain in general way about the term and what we would expect from that and explain how the term would be. I wouldn’t expect that there was so much to learn in few weeks, and this was a very nice surprise. Unfortunately, we were not in the class to do a lot of activities in groups or individually and this maybe impacted the way to do the lesson but instead we had the chance to watch a lot of videos that gave me the opportunity to understand more some argument of the day. I will explain below during the lesson what about the all the topics impassioned me most and what I feel it can help me a lot, during my life and in my workplace.


Reflective Journal
During the first week the lecturer presented himself and he explained how the lessons would go and announced something about the incoming assessment.
As I already mentioned and talked about, during the first lesson we talked about values, beliefs, and attitude, about type of management theories and the definition of logic.
About the first part I already mentioned before so I will put my attention about management theories and definition of logic.
The management theories exist to help increase the productivity and the service quality and usually not a lot of managers, or employers, use one of these theories and it would be good instead use more than one per time.
The management principles help the manager to have efficiency from the employees and at the end the process the managers and employees are feeling part of one team to achieve the best result.
Management theories are quite a lot and can be Human Relations, Scientific management, contingency theory, system theory and bureaucratic management.
On the same week we talked about as well about logic, the definition of logic.
Logic, reading the PowerPoint slides, is concerned with the principles of correct reasoning.
There are 2 types of reasoning: 
Inductive, which means the reasoning starts with a conclusion = from a specific statemen into a generalised conclusion. 
Deductive, which means the reasoning start with a premise = moving the statement from generalised principles into specific conclusion.
In general, what we talked during the lesson is that inducive reasoning deals with probability and generally goes from the particular to universal; there is with the inductive reasoning the possibility that the conclusion is false even if all the premises are true.
Instead, the deductive reasoning is the opposite of inductive, so is going to certainty and again, from universal to particular.
On the second week we did first of all a resume of the first week about what we learnt and clarify anything we needed. Then the lecturer started to talk about Critical thinking, that is the point of our term.
Critical thinking is the ability to think clearly and rationally about what to do or what to believe. Whoever has critical thinking skill is able to do:
Understand the logical connection between the idea
Identify, construct, and explain the argument
Problem solving skill.
Critical thinking is productive and positive activity and is aware of the diversity of values, behaviour, social structures in the world.
I searched online more about online and I understood that the person has that skill doesn’t need to have good memory or has a lot of information. A critical thinker is able to deduce the opinion from what he knows, and he knows how to make us of information to solve problems. We need to make sure to understand between critical thinker and critical person.
The critical thinker is he person that uses logic and is having problem solving skills and has a good communication skill and when he does this opinion is not just to criticize someone but give an objective, constructive opinion.
On the 3rd week we continued to talk about critical thinking and as well about what the employers.
As is on the slide, the employer would like to have someone to come ready to work on the first day, communicate and think critically, work in team, speak multiple language is obviously a plus, and that can think and communicate globally.
After he showed us that slide, which it looked to me very important, we spent all the lesson about critical thinking skill.
One of the skills that the employers is looking for the employee has the problem-solving skills and as well needs to have critical thinking skills.
The critical thinker that has this skill usually is a creative, curious, rational and who seek the truth, even when they are going “against” his belief and is good in decision making after took all the information.
On the week after, on 4th week, we started to talk about the creative thinking strategies.
Critical thinker can use:
Brainstorming, generating “hare-brained” as possible ideas;
Drawing analogies, connecting ideas and / or information that are usually considered separate;
Piggybacking, generating new ideas coming from other ideas.
We explained again that critical thinker as well use the logic as skill and it can be inducive and deductive, and I explained already what the meaning is.
One of the methods of critical thinking is RED Model.
Red model is based on:
Recognize assumptions;
Evaluate arguments;
Draw conclusions.
There are the stages in problem solving and decision making.
It starts from the creative thinking to critical thinking.
So, starting from creative thinking we need to recognize problem and after that we need to identify the different alternatives / problems. After we got the different alternatives, we will evaluate them and understand which of the alternatives is best solution. The final point is then making decision and is here where you have the critical thinking skill, when you understand which alternative better suit and has logic.
During week 5, the lecturer started to mention about the scientific management and about Taylor. The process of scientific management is the approach in a scientific manner using scientific tools such as research, management, and analysis.
What Taylor explained about this theory is that written prescribed tasks and methods is one of the basic points of his theory and one way to work is better than have more than one.
There is a good chance to achieve the goal in production and control reduced cost. Some of the criticism that Taylor’s theory got is that the employers are centred, loss of meaning for work, reduced the opportunity to grow up and most important is denied “human community” in workplace.
On the week 5, we spent the lesson about the conceptual tools to enhance critical thinking and about this the lecturer talked about De Bono’s 6 thinking hat method. There are 6 hats coloured and is useful for the workers because can learn how to separate thinking in six clear functions and roles that reflect for every colour a different way to react to the problem.
After De Bono’s theory we talked about bureaucratic management by Max Weber.
Basically, the bureaucracy is an organisational structure that is characterised by many rules, standardised processes, division of labour and responsibility, clear hierarchies, and professional and almost impersonal interactions between employees. The theory of Max Weber, as structure is the basis in large organization and to get good performance in all tasks by a large number of employees; in this kind of organization, selection and promotion will happen just on the basis of technical qualifications.
The characteristics of bureaucracy are:
Task specialisation
Hierarchical layers of authority
Formal selection
Rules and requirements
Impersonality 
Career orientation.
On the business Ma Weber’s theory can be reflected as:
Precision;
Speed;
Unambiguity;
Continuity;
Reduction of personal costs
Etc.
The week after, the 6th, we talked more about the decision-making skill.
The decision-making process is based on:
Defining the problem, challenge, or opportunity;
Generating a list of possible solutions or answers;
Evaluating the cost and benefits, the pro and cons;
Selection a solution or response
Implementing the option chosen
Checking the impact of the decision and change in case something if needed.
It’s good a work to get this skill and it can be used to evaluate the suitability of each alternative suggested.
Regarding the decision-making process on the business is good is because can improve the profitability, increase the sales, keep the customer satisfaction, and have employee morale, safety, or turnover.
In the week 7, we talked again about the recap and all the topics we mentioned on the previous weeks.
After the resume we started to talk about systems theory and has been proposed in the 1940s by biologist Ludwig Von Bartalanffy.
The system is a part of element that interact to achieve a specific goal and the system is more than a summary of its parts. The system can be closed or open; when is closed there are fixed relationship among system components and no interaction at all with the environment and open system is the interaction with their environment, have dynamic interaction of component.
At the 8th week, we talked about the characteristics of successful innovating companies and the companies apply a successful innovating have a high score in the areas, like:
-strategy and planning;
-Marketing;
-Technological process;
-quality management;
-logistics;
-human resources.
What the company should to do?
The company should start to analyse and study the coming opportunities and start to do some survey, question, and listen the answers given and most important an effective innovation start on a small scale.
One of the most important suggest about innovation is to plan for the present and not the future and do not do too many things at once and focus just about one problem at the time.
Basically, the last week of lesson of the week 9 we learned about sustainable development & future proofing and again about the explanation of beliefs to arrive to behaviour.
First of all is very important to talk about sustainability the basic components are environmental, economic, social, political. The success of the project may be affected from them and then principles of future proofing can be:
Stimulate flexibility and adaptability;
Extend service life;
Increase redundancy;
Consider life cycle benefits;
Planning ahead;
Promote understanding.
At the end we talked again about our beliefs, values, attitudes, and behaviours.
Beliefs are the idea you hold to be true. Ex. Education, faith, culture, experience.
Values is what important to you. Ex. Happiness, wealth, career success, family.
Attitudes is how you treat and approach to the situation. Ex. Being professional, convenience, respect, pressure.
Behaviour is the way you act and all the baggage you bring with you.





Conclusions
When I finished the first part of the report, I was thinking how I could do the reflective journal as I never made before and honestly wasn’t so easy as I expected, even if the lecturer explain in very good manner. I got the chance to understand more the difference between attitude and behaviour and try to understand more about problem solving.
I need to say thank you for this term because I understand the importance as a person to get those skills and the importance as “manager” to get someone with those skills.
As I recommended, I will search online to do some courses online to improve these skills and give all my knowledge to my team to improve and fix our problems all together.
Thank you for the attention.
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