


[image: ]


Student Name: Lucien H K Yao
Student I D: 1916224
Module Name: workplace Culture and its impact on Organisational efficiency
Module Code: BMSW5103
Lecturer: Md Kalam













Table of Contents

Cover page                                                                                      1
Table of Contents                                                                    Page 2
Introduction                                                                             Page 3
Company Background / Tesco Background                         Page 4/5/6
Analysis of the Business Environment                                 Page 7
PESTLE Analysis of Tesco                                                        Page 8/9/10
Porter's Five Forces Analysis of Tesco                                  Page 11/12
Swot Analysis of Tesco                                                            Page 13/14
Relationship Marketing/ Structure and Culture of Tesco Page 15
Service Quality Management of Tesco                                Page 16/17
Conclusion                                                                                Page 18
Appendices                                                                               Page 19/20
References                                                                                Page 21

 








introduction
The aim of this assignment is to produce an academic report by applying academic management models, methods, and theories to assess the workplace culture of an organisation and its impact on the organisational efficiency by including the COVID-19 along with other external environmental factors such as:
·  Business Environmental Analysis Tools
· External Environmental Analysis of my chosen Company (Tesco plc)
· Organisational Culture and External Factors
· Organisational Culture and Performance
· Ethical Dilemma
My chosen Organisation is TESCO Plc. 
TESCO Aims and Objectives
Tesco is a multinational retailer which sells groceries and general merchandises. I will say, general merchandise as is the term used in retail in reference to good that are being sold and not limited to a particular category. Tesco was founded in the East end of London in 1919. Registered in the UK, operates in 14 countries across Asia, Europe, and North America. Also, a public limited company (plc).
A plc is when shares are sold and traded on the stock exchange. Likewise, with it being a plc meaning they have limited liability, meaning it protects the business against the risk of being sued so they are not held responsible.
Tesco has aims and objectives as a retail business. The main objective is to make a profit but under that to achieve this the aims are also to customers happy by giving them better deals than their competitors. As a business looking for continued expansion. Tesco has reserve funds of credit coupled with income derived from property portfolio development. Tesco has a special website to advertise their products and it has been a very successful business and objectives which gives Tesco’s a clear vision of where they want to be as one of the first successful grocery in UK.
Advertising on TV is another way of telling customers about themselves because TV is a popular way of interacting with the population. As a retail store, Tesco sale products in exchange for money.
Tesco provide good customer service by given a range of different numbers for different enquiries. This shows the customers that they care about them. Also, Tesco has staff on the floor as if someone needs help in the shop while shopping assistance is available. Which lead to Tesco getting more customers which also leads to maximising.
Where I will apply different analysis tools, I learned during my academic with my Lecturer Mr Md Kalam such as:
· PESTLE analysis of Tesco
· Porter's Five Forces of Tesco
· SWOT Analysis of Tesco
Thank.


Company Background / Tesco Background
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Organisational Structure of Tesco Plc

The organisational structure that Tesco Plc has is purely a hierarchical structure which consists of multiple layers. This type of business structure means that it looks a pyramid from the chain of command. The employees at Tesco Plc are ranked at various levels, the levels are above each other. Of which less people there are as the levels go higher; the highest level is where the chief executive is at the top level. It is broken down into levels where the higher the level, the higher rank and authority.
Diagram of the Hierarchy Structure
  [image: ]



To explain the hierarchical structure, this image above shows the base level to be Tesco’s workers which has the lowest ranking, nevertheless the largest amount of them then moves onto a higher level in the hierarchical structure which is the assistant managers.
Managers is solely responsible for the number of subordinates. At the second level is a smaller amount than the baselevel, meaning more authority such as in control of the subordinates which the span of control for the assistant managers. The highest level in the hierarchical structure at the Tesco Plc is the chief Executive. This level has the most authority of all and is in control of the managers, is where the managers will confide in for guidance. Due to being on the level under the manager director as the manager director for example will have their say over what the managers will do. As the hierarchical structure descends there is less control and authority. This is a bureaucracy system as defined by Max Weber.
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                                                                       Maximilian Karl Emil Weber was a German sociologist, historian, jurist, and political economist, who is regarded as among the most important theorists of the development of modern Westen society. His ideas profoundly influence social theory and research.
Born: 21 April 1864, Erfurt, Germany / Died: 14 June 1920, Munich, Germany
Bureaucracy as defined by Max Weber                                
•Bureaucracy theory
•One of the three classical management theories (the others are Structural Approach/Scientist management by Taylor/Fayol and Human-Relations-Approach by Mayo)
•Bureaucracy: literally rule of the office
•For Max Weber: Rationalization of society
Typical elements of a Bureaucracy
. Rigorous division of labour
. Authority limited to Cleary defined scope
. Knowledge & competence.... appointment... functional authority
. Hierarchy
. Defined processes
. Emphasize on documentation/written communication

Analysis of the Business Environment   
IS TESCO ETHICAL?
Several ethical were highlighted in many categories such as: climate change, palm oil, environmental reporting, habitats and resources, pollutions and toxics, human rights, workers' rights, political activities and anti- social finance.
PEOPLE
One of Tesco suppliers had been caught using slave labour. This threw up the UK’s largest ever modern slavery ring in Wich some of its 400 victims worked for as little as 50p a day, working on farms, rubbish recycling centres and poultry factories.
ENVIRONMENT
TESCO had a pledge for zero discharge of hazardous chemicals for agriculture, textiles and leather by 2020. But before that in September 2019, Tesco’s received a worst rating from Ethical Consumer for its policy on the use of toxic chemicals in its electronic products.
ANIMALS 
TESCO retails factory farmed meat and-free-range eggs. In addition to this TESCO went from scoring a middle rating on animal testing to a worst rating for toxics and this was after they removed their fixed cut-off date for animal testing of its own brand products.
POLITICS
TESCO was using tax avoidance strategies as the company had several subsidiaries in tax havens, including in Hong Kong, Cyprus, Jersey and Guernsey.  












What do you need to know about PESTLE analysis?
PESTLE analysis. Is a framework to analyse the key factors (Political, Economic, Sociological, Technological, Legal and Environmental) influencing an organisation from the outside. It offers HR practitioners insight into the external factors impacting their organisation.
www.cipd.co.uk/knowledge/strategy/organisational
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PESTLE Analysis of Tesco Plc
PESTLE Analysis of Tesco analyses the brand on its business tactics. Tesco Pestle Analysis examines the various external factors like political, economic, social, technical (PEST) which impacts its business along with legal and environmental factors. The PESTLE Analysis highlights the different extrinsic scenarios which impact the business of the brand.
Pestle analysis is a framework which is imperative for companies such as Tesco. As it helps to understand market dynamics and improve its business continuously. Pestle analysis is also referred to as PESTL analysis.
Let start the Tesco PESTLE Analysis as I learned during this Academic year (2021) at UWTSD London Campus:

POLITICAL FACTORS AFFECTING TESCO
GOVERNEMENT REGULATIONS
TESCO is a multinational brand and operating its business in different countries across the world. The government and political regulations vary from country to country. Therefore, the brand should keep be careful about them and make decisions accordingly. The company follows the safety regulations in different countries to offer safe products. A stable political is key for running a successful business in any country. Britain has got a very stable political environment and it has helped to become top retail in the local market.
BREXIT DEAL
The Brexit deal (exit of Britain from the EU) has created an environment of uncertainty in the business community. BBC said that Brexit would increase the prices by approximately 3% to 5%. The British Prime minister said that deal would include tariff-free trade. But it’s not that simple, because there’s administration cost involved.
According to an estimate, approximately 80% of the food items of the company come from the EU.  little increase in tariff would increase the retail price.
ECONOMICAL FACTORS IMPACTING TESCO
PANDEMIC OF COVID-19
The pandemic of COVID-19 has impacted very badly businesses and companies. It was due to the restriction on physical contacts, social-distancing, lockdown, and shutdown of businesses. The e-commerce platform and online shopping saved Tesco from becoming the victim of the pandemic. In fact, the pandemic increased the sale and profitability of the company. According to an estimate, the annual revenue and net income of Tesco have increased by 1,3 billion pounds and 360 million pounds in 2020 during the pandemic year.
ECONOMIC RECESSION
Although Tesco survived the blow of pandemic and months of lockdown and shutdown of business, not many other people did. The lockdown permanently shut down many small businesses and many became unemployed as a result.
The higher unemployment rate creates an atmosphere of financial instability and social unrest among the public. When the buying power drops, they start decreasing their spending to meet the basic need. The lower spending would impact the growth and profitability of all the business. The economists are predicting such changes in the post-pandemic world.
SOCIAL FACTORS AFFECTING TESCO
LOCAL SOCIAL TRENDS
Tesco follows the local and cultural trends of different communities and reserves them food accordingly. For instance, the company uses the label of Halal meat in the UK for Muslim customers. The brand also owns the halal meat label and brand in Thailand and Malaysia. Tesco also offers Kosher products for Jewish customers in the UK.
VEGAN TREND
People have been switching from meat-based food towards plant-based vegetarian food for the past few years. The vegan trend is growing among people in the western and European markets. The customer demand for vegan products and plant-based food improved by 4.1 billion pounds in 2020.
Tesco is aware of the changing vegetarian trend. The company would amplify the sale of vegan food products by approximately 300% in 2025.
CULTURAL IMPACT
The market demand for certain products in different cultures depends on culture influence. In order words, the social-cultural environment influences the purchasing power of customers. They keep on changing gradually from generation to generation every 5 to 10 years. Tesco keeps an eye on the cultural trends and changing attitudes and behaviour of customers. It offers them the products according to their requirements.
SOCIAL SUPERMARKET
The social supermarket is a new concept of marketing where the businesses and companies offer the unsold inventory at lower prices. It serves two important social functions. First, it decreases the waste and recycling cost, and secondly, the lower-price range serves the needy and decreases the food poverty level. Tesco cares about the society and social welfare of the people. Therefore, the brand should introduce such offers.
EMPLOYMENT OPPORTUNITIES
According to a study by the Guardian (a newspaper), the unemployment rate among the youth of the age of 16 to 24 is boosting. The most important function Tesco performs is to provide employment opportunities to young people.
TECHNOLOGICAL FACTORS AFFECTING TESCO
USAGE OF TECHNOLOGY
The usage of technology is increasing among businesses and companies. It helps them to be efficient in various processes and provides a better customer experience. Tesco has also adapted to the latest technology and it’s one of the main reasons for the company’s success. Payment through the mobile application, m-commerce, and barcode scanning system are some of the main examples.
E-COMMERCE
The pandemic of COVID-19 has boosted the trend of online shopping and e-commerce. People stared ordering groceries online to avoid getting infected with the virus. Tesco survived to pandemic and lockdown of businesses because of staying on the e-commerce platform and delivering the products on time. The company plans to recruit 16000 more people to provide a better delivery service.
LEGAL FACTORS IMPACTTING TESCO
LAWS AND REGULATIONS
The legal structure and government rules and regulations of different governments are different. Therefore, the brand must follow local and international laws.

For instance, in 2018, European Union introduced laws that restrict companies to perform any anti-competitive activity. It means that Tesco can’t acquire and merge with a big company of its size in Europe. Now Britain is out of Europe. This law won’t be applicable in the UK, but active in the EU.
The brand can’t hire employees and provide them less than required wages. The company also can’t sell alcoholic drinks to young underage teenagers. The courts imposed heavy fines on Tesco for violating these laws in the past.
FRAUD CASE
Tesco failed to provide the exact picture of its finances and the company’s profitability in 2017. The courts imposed a heavy penalty on the brand for providing misleading information.
UNEQUAL PAY
Some of the employees filed a lawsuit against Tesco for providing unequal pay to the male and female employees. Such lawsuits are jeopardizing the credibility of the company.
ENVIRONMENTAL FACTORS AFFECTING TESCO
RECYCLING PLAN
Tesco has recently launched phase 2 of the recycling plan and it comprises of remove, reduce, reuse, and recycle the plastic. It's a very good step for cleaning up the environment.
SUSTAINABLE EFFORTS
Tesco is also working on the project of recognizing the illegal fishing boat that are endangering sea life by doing over and non-seasonal hunting. These steps are working towards building a sustainable environment.
WHAT IS MY POINT OF VIEW?
After studying the Pestle Analysis of TESCO’s I can conclude that, TESCO Plc is truly the top retail supermarket in the UK.
















Porter's Five Forces Analysis of Tesco
In the Haward Business review in 1979 this model was put forward by Michael. E. Porter.
This model, known as Porter Five Forces, is a strategical management tool that helps determine the competitivity landscape of an Industry
What are Porter Five (5) Forces?
In his revolutionary article in Harvard Business Review (HBR) from UWTSD Library - “Five Forces that Shape Strategy”, Michael Porter observed five forces that have significant impact on a firm’s profitability in its industry. These five forces analysis today in business world is also known as Porter Five Forces Analysis. The Porter Five Forces are:
· Threat of New Entrants
· Bargaining Power of Suppliers
· Bargaining Power of Buyers
· Theat from Substitute Products
· Rivalry among the existing players.
Porter Five Forces is a holistic strategy framework that took strategic decision away from just analysing the present competition. Porter Five Forces focuses on how TESCO Plc can build a sustainable competitive advantage in industrial goods and Services industry. Managers at TESCO Plc can not only use Porter Five Forces to develop a strategic position within industrial Goods and Services industry but also can explore profitable opportunities in food grocery industrials sector.
[image: ]
https://swotandpestleanalysis.com/pestle-analysis-of-tesco


STRATEGIC MANAGEMENT
Porter Five Forces Analysis is a strategic management tool to analyse industry and understand underlying levers of profitability in each industry.
TESCO Plc managers can use porter five forces to understand how the five competitive forces influence profitability and develop a strategy for enhancing TESCO Plc competitive advantage and long-term profitability in industrial goods and services industry.
TESCO PLC PORTER FIVE FORCES.
Threats of New Entrants.
Most of the new entrants in retail industry bring innovation and may put much pressure on Tesco Plc through proving new value, reducing costs, and pricing strategy.
How can Tesco tackle the Threats of New Entrants?
1. By building economies of scale so that it can lower the fixed cost per unit.
2. By creating new products and services as it’s bringing new customers to the fold but also give old one a reason to buy Tesco products.
Bargaining Power of Suppliers.
Companies in the retail industry buy raw material from different suppliers. Powerful suppliers in consumer services sector mostly use their negotiating power to get extract margins from the firms in the field.
How can Tesco tackle Bargaining Power of the Suppliers?
1. By experimenting with product designs using different materials so that if the prices go of one raw material, then company can shift to another.
2. By building efficient supply chain with multiple suppliers
Bargaining Power of Buyers.
Buyers want to buy the best offerings available by paying the minimum price as possible. This put pressure on Tesco profitability in the long run. As buyers are often a demanding lot.
How can Tesco tackle the Bargaining Power of the Suppliers?
1. Customers often seek discounts and offerings on established products, so if Tesco keeps on bringing up new products, then it can limit the bargaining power of buyers.
2. New products will also reduce the defection of existing customers of Tesco toward its competitors.
Threats of Substitute Products or Services.
The threat of a substitute product or service is high if it offers a value proposition that is uniquely different from present offering of the industry. Industry profitability suffers when a product or services meets a similar customer need in different ways such as Google Drive and Dropbox.


How can Tesco tackle the threat of substitute Products?
1. By understanding the core need of the customer rather than what the customer is buying.
2. By being service oriented rather than being just product oriented. Ensure that buyers see its products as unique.

Rivalry among the Existing Competitors
The rivalry against competitors in an industry will drive down prices and decrease the overall profitability of the industry. As Tesco operates in a very competitive retail industry.
How can Tesco tackle intense Rivalry among the Existing Competitors in retail industry?
1. By building scale so that it can compete better.
2. By building a sustainable differentiation on its products. 
Implication of Porter Five on Tesco Plc.
The five forces affect the profitability of the industry. As a stronger force means lower profitability, and a weaker force means greater profitability. Based on this judgement only the retail industry’s profitability can be made and used in strategic planning. By using Porter Five Forces managers at Tesco Plc can identified game changing trends early and can swiftly respond to exploit the emerging opportunity. 
 



Swot Analysis of Tesco    
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What is Swot Analysis?
Swot Analysis is a framework used to evaluate a company’s competitive position by identifying its:
·  Strengths
· Weakness
· Opportunities
· Threats
SWOT Analysis is a proven management framework that enables a brand like TESCO Plc to benchmark its business and performance as compared to the competitors. Tesco Plc is British multinational groceries and general merchandise retailer. It is the third-largest retailer in the world measured by gross revenues and the ninth-largest in the world measured by revenues.

TESCO Plc Strengths
· The introduction of Tesco Express and Tesco Metro show lead to a strength in flexibility. 
· By winning numerous awards for its excellence, customer service, and overall shopping experience.
TESCO Plc Weaknesses
· Financial errors, and tax avoidance. 
· Failure to integrate the US and the Japanese Market.
Opportunities
· Tesco has a learning Academy where employees can view online resources, learn to support and grow their career at Tesco, also book face to face courses.
· Tesco mobile has grown into a profitable status suggesting further growth within this technological area.
TESCO Plc Threats
· Concurrence and innovation by other supermarkets such as: Asda, Morrison, Sainsbury.
· Most companies worry about tax increases and fluctuations in the market.

TESCO Plc managers would use this SWOT Analysis to concentrate especially on strategic planning to counter threats from other companies. For instance, investigate how Tesco’s financial products compare with those from more established providers. However, it’s the top retail grocery store and supermarket in the UK. Its annual revenue in 2018-2019 was 63,911 million pounds in the UK and Ireland. The other reason for its popularity among the public is that TESCO P lc has been creating more and more job opportunities for people. It has offered 743k job opportunities so far and has employed roundabout 500,000 worldwide.



















Relationship Marketing/ Structure and Culture of Tesco































Service Quality Management of Tesco  
Tesco’s managers should use this CRM to better their services: 

CRM is a business strategy that maximize profitability, revenue and customer satisfaction by organizing around customer segments, fostering behaviours that satisfies customers. Also, by applying service quality (Servqual known as Gap Model) 
5 Different Gaps: How to measure a gap
1. GAP- What the customer wants and what the company offers.
2. GAP – Company perceptions service design (offer drinks to customers while waiting).
3. GAP – Service design – Service Delivery.
4. GAP – Communication – Service Delivery. (Under Promes – over delivery)
5. GAP – Customer – Difference between the expected and the perception services. 
By applying  Servqual Model: 10 Dimensions
1. Reliability
2. Responsiveness
3. Competence
4. Access
5. Courtesy
6. Communication
7. Credibility
8. Security
9. Knowing the customer
10. Tangibles
By applying 7 P’s of the marketing Mix
1. Place
2. People
3. Process
4. Price Production Promotion
5. Physical Evidence







Conclusion     

· As a UK branded organisation Tesco has been growing strongly for many years
· Tesco is the largest such chain in the UK by store count, ahead of Morrisons and Asda
· Tesco lack of switching costs for consumers strengthens the buyer power, threat of new entrants, and level of rivalry in the market
· Since 1919 Tesco has expanded into new geographical markets, but remained focused on groceries as its core competency rather than reaching into radically different product categories
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WHAT STRATEGIES DOES THE ANSOFF MATRIX SUGGEST? A management team may have many ideas about how to grow the company. To bring clarity to their decision-making, the Ansoff matrix may be useful. The Ansoff matrix considers four market-product situations Mathematician Igor Ansoff published the concept of the Ansoff matrix in 1957. It neatly summarizes four possible situations for a company's products and the markets in which it operates. From the company's perspective, a market can be categorized as 'new' or 'existing'. An existing market is one in which the company already operates; a new market is one in which the company could potentially operate in as a route to expansion. The company's products can be categorized similarly. An existing product (or service) is on the company already offers, a new product is one that it could offer. Figure 6:The Ansoff matrix Market penetration Product development Market development Diversification Existing markets New markets Existing products New products SOURCE: MARKETLINE M A R K E T L I N E Costa has higher penetration of the UK market than its competitors While starting out as a coffee roaster and wholesaler in 1971, the company opened its first coffee shop in London in 1978. So Costa's main ''existing product' is its proprietary coffee blend, its main ''existing market' is the UK branded coffee shop market. To reach consumers, a coffee shop chain needs to have outlets that are physically close to them. Increased market penetration therefore needs as large a network of coffee shops as possible. As of 2012, company had 1,366 coffee shops (company-owned and franchised) in the UK. Detailed statistics on its early
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