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[bookmark: _Toc533784691]1.0 Introduction
	 Critical thinking was ranked the most significant skill in the workplace for the next five years when more than 400 HR professional were asked in a survey. The response signifies the dramatic change of nature of work and the skills associated with it (Chartrand, et al., 2013)   According to Cottrell (2011, p 1), “Critical thinking is a cognitive activity, associated with using the mind.” Abilities in reasoning can be acquired through a better understanding of what critical thinking brings about. Critical thinking can be demonstrated using rational methods such as attention, categorization and selection that leads to reasoned judgments that are logical and well thought out (Morgan, 2017). However, many individuals who have the potential on developing more effective critical thinking can be impeded from applying it on real life for various reasons beside from a lack of ability. These can include beliefs, attitudes, values and emotions. People who are exceptional at thinking critically tend to display self-awareness for accurate judgment. They ponder upon and analyse their interests, prejudices, personal motivation and knowledge about the issue or event. Furthermore, they even question their own opinion and verify the evidence to support it (Cottrell, 2011).   Base on my experience, thinking critically is a judicious function of reason in the identification whether an information or claim is truthful, misleading and to what extent do I agree or disagree. Nevertheless, there are some barriers to be a better critical thinker that I need to overcome. Just for instance, my personal belief and experiences especially during childhood may affect my judgment. Consequently, uncritical thinking may occur which is believing on what I read, watch or are communicated without hesitation to question whether it is accurate, reasonable and true.  However, I believe that when I start having a courage to have more objective viewpoint based on facts and evidence, my critical thinking skills will improve. As a result, it may enhance my personal growth and may contribute positively in my workplace from team performance, creativity and even effective leadership (Chatfield, 2018).
	The objective of this paper is to evaluate critically the importance of beliefs, attitudes and values with a diverse type of employees at Tesco. Furthermore, challenges and efficiencies are going to be assessed for future improvement and growth of the business utilising human relation management theory against the application of bureaucratic management theory. As I am currently working as a customer service assistant identical to Tesco, it is vital for my career progression to have a deeper understanding on linking relevant management theories in the workplace to personal beliefs, attitudes and values of every worker. 

[bookmark: _Toc533784692]2.0 Overview of Tesco
	 Tesco plc is a public limited company in a retailing industry which comprises of multinational groceries and general merchandise. The main headquarter is located at Welwyn Garden City. Hertfordshire, England, United Kingdom.
	Tesco was founded in 1919 when Jack Cohen began selling grocery items from a shop in East London.  On the first day of business operation, Jack Cohen made a sale of £4.00 with a profit of £1.00.  The opening of the first Tesco score in 1929 was at burnt Oak, Edgware, London. The store was retailing dry goods and the initial branded product was Tesco tea from his partner’s initial TE Stockwell which is TES in the tea industry, and CO from Jack Cohen’s surname. Through innovation, Jack Cohen revolutionised retail industry in 1930s by introducing modern food warehouse and new concepts on controlling stock. The company kept on expanding by popularising first self-service shop in the UK and attracting many customers by offering cheapness in new supermarkets. Today, Tesco is the third largest retailer in the world which has £55.9 billion of revenue with more than 476,000 employees and around 6,550 shops. (Tesco, 2018).
	The philosophy of Tesco which is ‘Every little helps’ places clients, workers and communities at the centre of business operation. The retail giant is rendering a worthy shopping experience for every client. The vision of the company as shown in Figure 1 comprises of innovation and ways of doing business.  As a result, the company has established with a straight forward mission, ‘To be the champion for customers, helping them to enjoy a better-quality life and easier way of living’. Customers wants a quality product and efficient service at competitive price. Consequently, the core purpose of the company is ‘Serving customers a little better every day’.   Tesco stores are serving around 400 customers every minute and the objective is to guarantee every one of those shoppers’ experiences just a little better customer service on every visit (Tesco, 2018). While business objectives and visions are important, without values a company like Tesco would be struggling to remain as a market leader. There are three core values of the company which are shown in figure 2 below. Tesco core values are rooted in the operation of business on every level. Hence, it defines customers’ expectations and employees may know what kind of organisation they are working with (Mihailoae, 2013).
	


Tesco’s Vision
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Figure 1
Source: (Tesco, 2018)

Core Values


Figure 2
Source: (Tesco, 2018)
	Nevertheless, Kotler (2017) argues that stating ideal and noble concepts on the mission and vision of the company is not difficult.  The real challenge lies on how the company behaves to deliver its promises to the customers. There are a number of factors that may affect the image of the company such as advertisement, social media, feedbacks, reviews, customer service and public relations. The perception of customers may determine the success or failure of the company. 

[bookmark: _Toc533784693]3.0 The Significance of Beliefs in Workplace
	A belief is a concept that a person holds as being true whether it is proven or not.  For example, a belief on going to heaven or hell after death; and for some people, anything that is associate with number 13 brings bad omen up to the point that some high-rise buildings have no floor number 13. It can base upon certainties, possibilities or faith. The source of beliefs varies from each person depending on culture, faith, education, experience and mentors. Unconsciously, the quality of work may be affected by the beliefs we hold on. It is also considered a vital aspect of our identity. It could be on religion, culture or moral principle.  Beliefs are valuable because they define who we are as a person and how we govern our lives. Our beliefs define our values, our values determine our attitude and our attitudes direct our actions as shown in the figure below (Ministry of Business [NZ], 2018). In a retail place like Tesco, employees come from different backgrounds, ethnicity and religion. A mutual respect environment should be encouraged to establish a healthy working environment. Different ethnic background should be treated fairly, and promotions should be based on merits and experience.  Another way to do it is publishing religious holidays calendar supporting religious diversity in the workplace. Giving a preference to employees on giving holidays to those who are celebrating important their religious event. Tesco is even going to an extra mile by providing prayer room or a quiet place for praying at work. Furthermore, every event should be inclusive by offering non-alcoholic drinks and providing a variety of foods and labelling them is a good practice, as some religions have some food restrictions. However, there was a complaint on a Tesco worker refusing to sell alcoholic drink to a customer because it is against her religion and requested the customer to queue on another till (Oliphant, 2016). It could be resolved if the TESCO worker at the till had apologized and called another colleague to serve the customer. This issue could be avoided by not putting an employee on the till if there are restrictions on selling items. A better understanding by the management on personal beliefs of its staffs could mitigate serious problems in the workplace.



Personal beliefs, values, attitudes and behaviour
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Figure 3
[bookmark: _Hlk532066855][bookmark: _Hlk532062379]Source: (Ministry of Business [NZ], 2018)
					
[bookmark: _Toc533784694]4.0 The Significance of Values in Workplace
	Values are moral standards, principles in life or qualities that a person or group of people embrace with great importance. It is something that an individual attached to it such as happiness, wealth, career success or family (Ministry of Business [NZ], 2018). Personal values are vital aspects for motivation of performance in the workplace and discretionary behaviours in the organisation. Personal core values may be influenced by happiness, financial status, successful career or family. It includes things like integrity, self-respect, respectful to others, accountability, balance work-family life and many more. However, in a decision-making process, the degree of importance may vary from one individual to another. By being aware to our own personal values on what is important to us, it may lead us to job satisfaction on choosing a career or accepting a job proposal.  (McKay, 2018)
	 Tesco core values may set the tone to determine workplace culture, however the way things are done is hugely dependent on different personal values of the team. The three core values of Tesco as shown in Figure 2 are giving best for the customers, treating others   how we like to be treated and utilising our size for good. These may identify  what Tesco cares as a company. The management has a big responsibility to communicate workplace values. In Tesco, it can be found in its corporate website and often posted in the canteen or lobby. Nevertheless, this means nothing if the manager does not speak about these values in real life experiences, like what is the expected reaction on dealing with customer. It is vital that employees align with these. When this occurs, employees work together to achieve a common purpose resulting to a great working relationship. Alignment of values assists the business organisation on realising the mission and vision of the company. Whereas, when there is no alignment of values, colleagues are doing different set of goals, and with various intentions and different results. This may have negative impact on teamwork spirit, company performance and job satisfaction (MIndTools, 2018). For example, there is an embarrassment to Tesco after more than 60 staffs posted abusive remarks about its shoppers on the social media.  The Facebook group, ‘Tesco Employees Could Rule the World’, has around 2000 members, though only few of the members posted rude messages to customers like smelly, moron, senile old person, moronic and four-letter insults. The management is now investigating the issue to impede these outrageous comments against the company core values and its reputation (Delgado, 2018).

[bookmark: _Toc533784695]5.0 The Significance of Attitude in Workplace
	Attitudes means the predisposition to respond either positively or negatively regarding on present situations that may result in individual’s behaviour. Many people are forming their attitudes primarily from beliefs and values. Nevertheless, components which may not have been considered as beliefs and values can define the attitude of the person before deciding to act on it. Typically, the factors may include professionalism, pressure from fellow employees, self-respect and even convenience. The impact for these influences to shift attitudes will be stronger if personal beliefs and values are not thoughtfully considered. If a person is lacking self-awareness or individual’s values are uncertain, this may lead to choices of unreasonable attitudes. Subsequently, the behaviour of the person is unproductive and undesirable (Arnold, 2005).
	The negative attitude at Tesco may happen if the employees are not satisfied with the management or a bad-mannered fellow worker/s are being part of the group.  (Glassdoor, 2014) revealed some demotivating factors that may influence employees’ behaviour from the feedbacks of Tesco employees. Firstly, a commercial operation manager commented that for the last few years, ordinary workers feel that people are less empowered to innovate because of strictly following company policy.  As a result, many employees feel that they are more treated only as part of statistics of the company rather than contributing importantly to the progress of the company.  Furthermore, a new customer service assistant was advised not to work hard since others might be pressured to do the same work, or some colleagues may even say that there is no point of giving your best. Consequently, the performance and productivity of the team are negatively affected.
	On the other hand, positive attitude at Tesco may occur if there are employees’ satisfaction. (Glassdoor, 2014) collected some positive feedbacks from Tesco workers. To begin with, employees may choose schedules to have a work-life balance. Consequently, the employees may become productive and loyal to Tesco just by simply working on the hours fitted to the schedule that they want. Moreover, the presence of a teamwork spirit in the workplace makes a lot of positive difference on the happiness and stress level of each employee working in that place. Thus, the morale of the team to meet its objective is high because of positive attitude in the workplace.
	Arnold (2005) reasons that attitudes have a huge impact on how things are done in the workplace. It could be either beneficial or harmful to the business organization depending on the kind of attitudes of employees. The quality of customer service which is a key factor of Tesco to succeed depends on the attitude of its employees.   
[bookmark: _Toc533784696]6.0 Management
	Management consists of achieving goals and objectives of organization in an efficient and organized methods by means of planning, organizing, directing and controlling (Law, 2016) as shown in the figure below. It involves running an organization by administering resources which include personnel, money, machinery and materials. However, Frederick Taylor argues that the role of management is more than just meeting the targets through different resources, he defines management as the art of doing things in the best and most economical way. Management is vital to run daily activities of every business organization. The backbone of successful and sustainable company is ‘good management’ (Cole and Kelly, 2011).
Functions of Management

Figure 4
[bookmark: _Toc533784697]6.0.1 Planning
	According to Boddy (2017, p.183), “Planning is the task of setting objectives or goals, specifying how to achieve them, implementing the plan and evaluating the results.” Goals signifies the desired future state of organisational unit. If planning is done properly, there are primary benefits such as clarifying direction, motivating employees, efficient use of resources and progress can be measured. If everyone is aware the purpose of a bigger activity and how their work assists, employees can work efficiently. Thus, people like to know how their corresponding tasks fit into the greater whole because it motivates them to work responsibly. However, if there is no good planning, it may lead to chaos, frustration and waste of resources (Cole and Kelly, 2011).

[bookmark: _Toc533784698]6.0.2 Organising
	Plans need to be executed otherwise it has no use. Organising determines operational activities for the plan to be fulfilled. It involves strategic division of tasks, establish coordination and specific role of each employee. Nevertheless, this is a highly area of uncertainty as there are conflicting views and personal interest about the kind of structure the business has and how the structure influences the performance. A business organisation needs to establish the elements of organisation structure. These are intentional to ensure workers are in the right direction towards organisational goals. Overlapping or lack of responsibilities and authorities may lead to poor performance or not maximising all the resources the company has (AAker, 1998).

[bookmark: _Toc533784699]6.0.3 Directing 
	Directing is the part of managerial function wherein it involves directly on supervising, motivating, guiding and communicating to all personnel on working efficiently to achieve organisational purposes. The manager needs to show positive and dynamic leadership to boost the morale of employees. Furthermore, opportunities and job satisfaction should be provided as a driving force to meet the objectives by the management. Lastly, the ability to lead other people is a key characteristic of a good manager (Boddy, 2017).

[bookmark: _Toc533784700]6.0.4 Controlling
	The process of monitoring the actual result against the desired outcome is controlling. This is vital to ensure the plans are properly executed. It is concern on measuring progress and correcting deviations if it is necessary. Control actions serve as a feedback mechanism for the performance of a manager. This part is critical to the success or failure of management due to comparing performance to standards of the industry (Aaker, 1998). 

[bookmark: _Toc533784701]7.0 Management Theories
	Cole and Kelly (2011) emphasize that the knowledge and application of management theories are vital to every manager who seeks to improve managerial skills and abilities. However, there is a point of view concerning management theory and actual practice are completely different. When it involves rational thinking on human affairs, theory must be applied to practice; nevertheless, actual practice is the origin of theory. Recognizing that all practical action has been critically evaluated to become a theory. Accordingly, a good management theory may improve practice and guide management to boost performance. Management theories may resolve most of the problems of the company, however theories alone cannot solve all the conflicts or issues of the company. It is not a one size fits all remedy for the company on problem solving issue because of many external factors to be considered (Checkland, 1985).
	Tesco plc is guided by code of business conduct when management decides on resolving conflicts and running its daily operations. The company has established policies and blueprints on every key risk issue (Tesco, 2015).   Nevertheless, exploring on new style of management due to the continuous change of retail business will be investigated. The pros and cons of bureaucratic management at Tesco and the impact of incorporating human relations management are going to be evaluated on this part.  
	
[bookmark: _Toc533784702]7.1 Bureaucratic Theory
	 During the end of the 19th century, German sociologist Max Weber was the first to utilize and describe the term bureaucracy. It is also called bureaucratic management, Max Weber theory and bureaucratic theory of management (Boddy, 2017). The primary characteristics of a bureaucracy, according to Weber, are listed below (Mulder, 2018):
· An organization bound by rules and regulations
· A hierarchical order of offices (jobs) where one level of department is subject to control by the succeeding higher level
· Hiring or promotions of employees are based on qualification and competence
· Decisions and actions of are formulated and recorded according to company policies and rules
· Interactions between workers are impersonal

	The general perception of the term ‘bureaucracy’ has a negative implication (e.g. corruption, red tape) and is often linked to government agencies or large-scale private organisations. However, it is designed precisely for efficiency and consistent execution of task by all workers. Furthermore, it is a kind of management to avoid discrimination on applying for a job and for career progression. On the other hand, over the course of time, there are also loopholes on bureaucratic style of management such as demotivation of workers in the long run, lack of innovation and voices, suggestions or sentiments of employees are not important (Mulder, 2018).
	As a giant retailer in UK and other part of the world, Tesco has a ‘business code of conduct’ or company policies that every worker should understand and comply on it. The code describes the most important legal obligations and protect the business reputation among customers, employees, suppliers and other stakeholders. It has been stated that the company policy has been written to do the right thing and to be fair. For any queries on work related topic, you may speak to line manager or supervisor in-charge of the store. Tesco employees are expected to behave according to the company policies which apply to a designated role. One of the benefits of bureaucratic management in Tesco is equal opportunity, inclusion and diversity because the company is aiming to employ people according to the diverse nature of society. For example, there is a store manager and need to decide for promotion between two employees. Since one colleague is 50 and nearing for retirement and the other is only 30, should the manager promote the younger colleague since the younger employee may work for many more years? The answer is ‘no’, employment decisions are based on job-related skills, performance and achievements. Another example is on social media on posting inappropriate comment against the company, as a Tesco employee, the remark should be always respectful to the company, fellow workers and even for Tesco customers.
	However, Tesco has been left behind in a time warp, while its competitors have regularly innovating to improve its products for the changing customers’ behaviour. Literally, the standard range is still in similar packaging and condition for fifteen years. This may be due to bureaucratic style of management which leaves little room for product innovation. Tesco is talking about equal treatment as part of its company policy, nevertheless 8,000 Tesco workers are going to sue the company over claims women are paid less than men. The group commented that Tesco has its obligation under section 66 of the Equality Act 2010 but the company is denying the allegation (Munbodh, 2018).

[bookmark: _Toc533784703]7.2 Human Relations Theory
	The essential concept behind the human relationship management is that the needs of an individual are the decisive factor in delivering organizational efficiency. Whereas, bureaucratic management is more focused on organizational structure and company policy. The human relationship management is directed on the human factors at work such as motivation, group relationship and leadership. Herzberg theory is going to be explored on this part. 

[bookmark: _Toc533784704]7.2.1 Herzberg Theory
	The psychologist Frederick Herzberg asked set of questions to have a deeper understanding on employee satisfaction. It was found that the degree of satisfaction determines the influence on motivating people to work towards organizational goals. The higher the employee satisfaction, the better the performance. The primary question is about asking what do people want from their jobs? The answer could be competitive salary, security, good relationship, career progression or a combination of two or more. The results are shown in the figure below (MindTools, 2018).









Herzberg’s Findings
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Figure 5
(MindTools, 2018)
	For the application of the theory, it is a two-step process to motivate people. The first step is to eliminate job dissatisfaction. It is useless to motivate people without addressing job dissatisfaction.  Afterwards, the company needs to enhance job satisfaction. Both should be done for motivating people to enhance performance.  (Boddy, 2017).
Step One: Eliminate job dissatisfaction at Tesco	
· Company policies may hinder innovation and creativity of employees
· Management should be aware the negative effect of micromanaging. If the employee has been trained to perform a task, keep a little distance but monitor the progress and result of the assigned work
· Create a team spirit and mutual respect within the organization
· Ensure that wages are according to industry standard
· Provide a meaningful role on every employee
· Assurance of job security is vital 
Step Two: Create conditions for job satisfaction at Tesco
· Make a realistic target and cheering its progress
· Recognizing employees who have contributed to the team’s success
· Skills and abilities should be matched to the task given
· Delegate responsibility and accountability to every worker
· Make a way for career progression
· Provide training and opportunities for development so that people can reach the desired position
[bookmark: _Toc533784705]8.0 Recommendations
	When it comes to personal beliefs of employee, management plays a significant role on understanding the diversity of culture, faith, education and experience in the workplace. The duty of the manager is not to convince colleagues to modify their beliefs but to respect and support their beliefs. Mutual respect among fellow workers are also encourage. Although the holidays are given on a first come first serve basis as a company policy, a good manager should ask first if an employee wants to book his/her holidays on his/her important religious event. If the management knows the religion of each member of the team, he may act accordingly by posting religious calendars or understanding the need for a short time of prayer along the shift of the colleague. The manager also knows who to assign on meat section or on the till to sell alcoholic beverages. If the management is conservatively bureaucratic, this may create dissatisfaction and low morale of the team which may lead to poor performance or large turnover rate. However, if human relations management is implemented on some instances, many of the team members are contented and performance will improve. 
	Company values must be aligned on how the organization behaves because it is setting the tone to determine workplace culture. Core values of the company is expected to be applied in real world to improve corporate social responsibility. Tesco claims to act responsibly but proof of South Africa and Latin America of the conditions of workers supplying Tesco are not getting basic rights. Moreover, Tesco declares on the support of British farmers however British farming organisations speak a very different message by pressuring farmers to supply Tesco at a very low price compared to its competitors (Friends of the Earth, 2018). It is recommended that Tesco should behave according to its company values because nowadays, the consumer awareness is high due to social media. The reputation of the company is vital to consumers and even employees and many are willing not to shop or not to work at Tesco if the business organization is not doing the right thing for the community, environment and to its employees. Since Tesco has a corporate social responsibility, every decision and action of the company should be evaluated if it meets the basic requirement or minimize its negative effect.
	Using the Herzberg theory of motivation is more effective rather than dictating to employees how they should behave as colleague to follow the core values of the company. It is essential to post the core values of the company in the canteen or bulletin board, nevertheless willingness to act on it is the challenging part. Strictly following company policy may hinder progression and innovation. Moreover, workers are like robot in bureaucratic management, this is not the most effective way to sustain a quality customer service for a long period of time. For example, a truly satisfied employee reflects on the way the customer assistant treats customer. For the dissatisfaction, the company needs to raise the salary of a customer service assistant from £8.70 in London which is the lowest because Sainsbury’s is paying £9.80 in Central London and Lidl is paying £10,35 per hour (Kelly, 2018). With this data, it is difficult for Tesco to retain the high performing employees and stop the high turnover rate which may not be cost-effective. The basic pay rate for big supermarkets is shown in the figure below.

	
Figure 6
(Kelly, 2018)
	When it comes to job satisfaction, management has a great role to cheer an excellent effort of the team. For example, if a specific store is selling more than expected, financial incentive on every worker and recognition is vital for an extra mile effort. Moreover, individual appreciation for a great effort should be more common and make some adjustment in a professional way if there is something wrong. It is a wrong mindset to think that employees cannot find work outside the company, instead train them and treat them with respect while they are working in the company.
	Bureaucratic management is still one of the best ways to manage a large organization such as Tesco to establish efficiency and fairness in obtaining organizational goals. However, for sustainability, innovation, adapting to external factors and job satisfaction of employees, human relations management is more appropriate. 

[bookmark: _Toc533784706]9.0 Conclusion
[bookmark: _GoBack]	The significant impact in the workplace of beliefs, attitudes and values has been critically evaluated. Deeper understanding of belief makes the management and fellow employees to have a mutual respect and more lenient on religious activities and practices of every worker. It is an advantage of the management to identify what motivates its employees to give the best of worker’s abilities and skills. However, personal values and company values should be aligned on working towards a company’s objectives. It is essential that a company should behave according to its core values and ‘mission and vision’. The attitude of each employee defines the performance and quality customer service. Human relations management through Herzberg theory impedes issues on diversity of beliefs, motivates employees by identifying values and guide every employee to have a positive attitude by eliminating dissatisfaction and building to enhance satisfaction. Thus, when it comes to legal aspects, paper works and company policies as a guide, bureaucratic theory is going to applied. Nevertheless, human relationship management is applicable on motivating people. The proper combination of both theories is key to the success of the company.
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 UK Supermarket Basic Pay Rate Per Hour for Staff

Supermarkets	Other part of UK	
Sainsbury's	Aldi	Morrison's	Waitrose	Asda	M	&	S	Tesco	9.1999999999999993	8.75	8.6999999999999993	8.6999999999999993	8.67	8.5	8.02	Supermarkets	London	
Sainsbury's	Aldi	Morrison's	Waitrose	Asda	M	&	S	Tesco	9.8000000000000007	10.199999999999999	9.4499999999999993	9.5500000000000007	9.74	9.65	8.6999999999999993	Supermarkets	
Sainsbury's	Aldi	Morrison's	Waitrose	Asda	M	&	S	Tesco	
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