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Executive Summary 
The objective of this assignment is to undertake an internal and an external analysis by utilising a PESTLE Analysis and McKinseys 7s Framework. The organisation for focus is an Indian restaurant named Delhi Divan. Indian curry houses are popular British institutions, however they have undergone dramatic change over the last decade as they now offer a wide variety and range of sophisticated and complicated dishes. Both tools have provided evidence of the organisation continuing to maintain competitive edge within this intense market.
Introduction
The purpose of this report is to critically assess the workplace culture and context of this organisation. The organisation that has been selected for this report is a restaurant called Delhi Divan, which is located in Tamworth, United Kingdom. An external environmental analysis will be conducted, the particular analysis that has been selected for this stage is the Pestle Analysis. Furthermore, McKensy’s 7s framework will be utilised to conduct an analysis of the internal context of the organisation I work in, which will help explain the impact on the performance of the organisation. 
Organisations
An organisation is a group of individuals that hold a common purpose or goal, for example, a business or a government department are classed as organisations. The individuals are also known to work together and collectively in order to achieve these goals. Organisations comprise of a structure, which helps explain how the organisation functions internally and externally. The organisation also consists of a hierarchical structure which includes a management structure. The hierarchical structure illustrates how the business is organised and also demonstrates what certain roles or individuals are accountable for. The purpose of the management structure is to ensure that roles and responsibilities are assigned to individuals and manage projects etc. 
Defining Workplace Culture 
According to Schein (2016), the culture of a group is defined as shared and accumulated learning of a group, which can also help solve various problems such as internal integration and external adaptations. These solutions, behaviours, values are then taught to any new members that join the group. Therefore, culture is viewed as a share product of shared learning; Schein (2016). Robbins (2009) states that organisation which have a culture are those that have a system of shared meaning amongst its individuals. Furthermore, organisational culture can help distinguish the organisation from other organisations; According to Robbins (2009), there are several characteristics that can help identify the core of an organisations culture, these characteristics include; outcome orientation, team orientation, people orientation, stability, aggressiveness, innovation and risk taking. Organisational culture can have an impact on a number of factors, such as staff turnover, staff morale, operational efficiency and customer feedback. A strong organisational culture can help motivate and empower staff as well as improve the customers experience. According to Paton (2015), the popularity of organisational culture is increasing significantly and large organisations such as Facebook ad Google are demonstrating what a healthy company culture looks like. It is crucial for organisations to foster a culture that aligns with their vision and values; Paton (2015). 
Delhi Divan 
Deli Divan is an Indian Restaurant, Bar and Takeaway service, specialising in authentic South Asian food. The restaurant has incorporated a menu that is traditional and classic with a modern and innovative flair. 
Organisational Culture and Context at Delhi Divan
Delhi Divan take care of their employees using a number of different techniques, such as conducting regular one to one meetings and performance appraisals. During these meetings, employee feedback and concerns are taken into account. Employees are also provided with an opportunity to discuss career development and any additional training they are interested in. various motivation tactics and techniques are used to try and get the maximum output from the employees. Armstrong (2006) defined HRM as a “strategic and coherent approach to the management of an organisations most valued assets – the people there who individually and collectively contribute to the achievement of its objectives”. An employee of the month scheme has been initiated to try and get a healthy competition going between the front of house staff, so they work harder to try and outperform each other. Management believe that the front of house staff are the face of the business and previous customers surveys have expressed the importance of the level of service they received being equal to the quality of the food. All staff are provided with a free evening meal, which is a great incentive as they save money and get to sample the cuisine. Management feels that all the front of house staff should know everything there is about the products they are selling and should not have to hesitate when making recommendations or describing a certain dish to a customer. Another tactic employed is, to give the all the staff without vehicles a lift home at night. This is partly because there is no bus service at that time, but mainly to ensure that they have the knowledge that they will get home safely and effortlessly, regardless of the time at night when they finish. This was one of the primary concerns of all candidates and potential employees, which has been dealt with accordingly and is a very appealing factor in attracting new recruits. 
PESTLE Analysis
Cadle (2010) describes a Pestle analysis as a framework that can help inspect the business environment in which the business is operating in. It is important for an organisation to continuously perform the Pestle analysis due to changing circumstances, as this tool can help prevent the business from risks as well as help identify opportunities. A pestle analysis is a great way to scan the macro and micro environment of the business.
Political Factors
Political factors determine in what way and to what extent a government can influence the economy. They include tax policies and fiscal policies and trade policies that a government may levy around the fiscal year. Political factors include government policies such as taxes, tariffs and employment legislations; OCOM (2019). 
Political factors that will heavily effect Deli Divan is the upcoming Brexit. Most of the bar and waiter/waitress staff comprise of people from a European nationality. This is a great concern for the business as replacing such reliable and hard-working staff will be a difficult task. Also, there is the danger that prices on raw ingredients that are imported from Europe might be subject to further taxes and further push up the prices on the menu as the business will not be able to absorb all the increases.
Economic factors
Economic factors constitute of trade cycles, inflation, consumer trends and levels of disposable income. It is essential for an organisation to consider the stability of the economy; Mind Tools (2017).
Economic factors that that could affect Deli divan are inflation rates and rises in tax rates such as those we saw in 2008 when the economy first crashed, and the price of raw ingredients almost doubled over night. More recently we have had the new sugar tax imposed which has had an adverse effect especially on soft drinks, which is a large part of Deli Divan’s business. Deli Divan decided to absorb that cost rather than pass it on to the customers. 

Social factors
Social factors include age, race, religion and demographics that need to be considered in order to make sound business and financial decisions. For example, a company can sell a product for a higher price in an area where the population is richer, whilst selling the same product for a lower price where the people have a lower income.
Deli Divan is constantly carrying out market research to ensure that it keeps the marketing edge over its competitors. It is constantly reviewing its prices to ensure that they are affordable to its local community. The recently launched Banquet night on Wednesday has been a great success. It offers diners the chance to have a three-course meal for £9.95 and a saving of up to 45%. This has helped them to fill seats during the middle of the week, something that they were originally struggling with. 
Technological factors 
The technological factors that are taken into account for this are the rate of which technological developments and innovations can affect the market.
Technology is the key to improving efficiency as well as being the way forward in marketing. Technology has helped to improve the efficiency of the business when they introduced their new ordering and till system which helps them keep track of purchases, sales and stock.  
The internet is also taking over the way products and services are being marketed to customers. Deli Divan took advantage of this at an early stage by creating a website which has helped to increase their business and attract a wider audience. Also, they have taken advantage of third-party mediums such as “Just Eat” and “Hungry House” which are very popular and now make up to 50% of their delivery sales. 
Legal Factors
The legal factors are laws and legislations that govern that industry. legal factors in the restaurant business can get very complicated as there are many strict health and hygiene laws, health and safety laws and tax laws that need to be adhered too. 
Deli Divan is and has been very careful not to infringe any of these laws by ensuring that all staff are trained properly to carry out their jobs. All the chefs and cooks have the correct certificates required to do their jobs and they have the correct insurance policies in place to protect them from any unforeseen incidents.  
Environmental Factors
These are factors such as geographical location, climate, weather that can determine or influence the business environment. There is also a big focus right now on being “green” and environmentally friendly which appeals largely to customers of fast food. McDonalds and KFC have replaced all their plastic straws for recycled paper ones that has helped to reduce their carbon foot print and has been a big hit with the customers.
Deli Divan has replaced their plastic containers for recyclable aluminium ones. This has had its advantages and dis-advantages as the plastic containers they were previously issuing were re-usable and were good for storing any left over foods in the fridge. 
McKinsey’s 7s Framework
McKinsesy’s 7s framework is a strategic planning tool that is used for organisational effectiveness. The tool was developed in the 1980s by Tom Peters and Robert Waterman, and recommends that all organisations must have several different elements working together harmoniously in order for success. Three of these seven elements; strategy, structure and systems, are recalled as “Hard elements”. The remaining four elements are known as “Soft elements”; shared values, skills, styles and staff. The soft elements are influenced more by the organisations culture whereas the hard elements are relatively simple to identify and can be directly influenced by the management team.
Evans (2013) describes the tool as a change-management or strategy-implementation tool which can also be utilised for improving performance. The tool is known to pay specific attention to an organisation’s strategy implementation. According to Fleisher (2007), McKinsey’s tool is very powerful and provides a number of advantages and strengths, for example the model has introduced the usefulness of focusing on qualitative factors of organisational effectiveness.  Fleisher (2007) also praised the model for its comprehensiveness, and its ability to support management whilst they are implementing strategies and required organisational changes. 

Applying McKinsey’s Framework to Delhi Divan
Strategy – This factor is based on the organisations plans on how they want to build and maintain competitive edge within the market. The strategy the restaurant utilises is to ensure they provide customers with authentic, mouth-watering dishes whilst maintain high standards of hygiene and cleanliness. In order to tackle healthy eating demands, the organisation ensures that they do not use any artificial colours or additives in their dishes. The strategy pursued by the restaurant is well aligned with their goals and objectives. 
Structure – The structure is based on how the organisation have arranged their teams and departments. The structure also illustrates which staff report into which managers.The decision-making power ultimately lies in the hands of the managers, however the managers do seriously take on board the views of staff and the customers. Managers hold monthly meetings in which they can discuss various elements such as new menu ideas, customer preferences and implementing innovation.  


The diagram above illustrates the hierarchical structure of Delhi Divan. There are a number of diverse roles within the restaurant business, and each role holds diverse responsibilities and tasks. The restaurant is divided into two departments, these are front of house roles and back of house roles. The front of house staff consists of those that have direct contact with customers and are usually in a customer facing role. These roles include waiters, waitresses, runners, bar tenders, bar manager and the floor manager. The back of house roles consists of the kitchen staff, such as the chefs, cooks and pot washers. These staff members are responsible for preparing and cooking the food, contributing towards new menu ideas and stock checklists, cleaning and maintaining a tidy kitchen. 
System – The system provides an overview on the systems that staff use in order to carry out their roles as well as the processes they carry out in order to fulfil their roles. The restaurant uses a number of different systems, for instance an epos till system is used to take payments and an online ordering system is used to order stock. The organisation also utilises a software system to keep a track of the inventory. These systems currently help the organisation to operate more efficiently. 
Shared Values – This is based on mission and the values of the companies and is also based on the behaviours within the organisation. The culture and the values within the organisation is respected by all staff members, which helps ensure smooth operations. Their values include providing high quality cuisine alongside exceptional customer service in a relaxed atmosphere. The management staff always encourage teamwork and friendly customer service as well as ethical business practices.
Style – This is about the leadership style that the management team have adopted. The leadership team focus on ensuring they motivate and empowering staff at excelling is their customer service style. The style of the restaurant is cosy and clean. A private section is provided for family parties, corporate meetings or various occasions such as birthdays in order to ensure privacy and comfort.
Staff – This related to the plans for staffing and their general roles. The staff are support regularly in their job roles by their line managers. The also have direct contact with the restaurant owner, whom builds good relationships with the staff. Hard work is recognised continuously via performance related bonuses as well as customer tips. Staff are also supported immensely by their line managers. 
Skills – This is about the skills and capabilities the staff have adapted and hold in order to fulfil their responsibilities and achieve company goals. Staff are provided with regular training and performance reviews. For instance, all staff attend regular food hygiene courses and are also provided with on the job customer service training. This helps increase motivation levels as staff feel they are being invested in and in turn staff are also able to enhance their skills and existing knowledge. 
A comparison of Delhi Divan and its competitor
One of the main competitors of Delhi Divan is The Blue Water Indian Restaurant. The restaurant are less than a mile apart from each other. There are a number of Indian restaurants that have been established locally in the area. The fact that there are a number of Indian restaurants within the local area, has created a local food hub and increased cultural diversity. This has also led to an increase in the business market and has attracted more tourists and foodies to the area. The competition between the two restaurants is healthy because they have attracted more customers to the area and the locals are no longer having to go out of Tamworth in order to book their parties and events. The restaurants have also rejuvenated the area as it has help increase tourist attraction. The comparison between the two restaurants is that Delhi Divan has a more traditional outlook, whereas the style of The Blue Indian Restaurant is more modern and contemporary. The opening times for the restaurants are the same but The Blue Indian Restaurant closes half an hour later than Delhi Divan. Both restaurants offer a dine in and a takeaway service. However, both restaurants have different special offers, for instance Delhi Divan offer free deliver on orders over fifteen pounds and fifteen percent discount on collection orders. The Blue Indian Restaurant offer a banquet menu for £11.95 per person, whereas Delhi Divan only charge £9.95 per person for their special banquets. Offers such as this helps provide Delhi Divan with increased competitive edge. However The Blue Indian Restaurant offers Free Wifi to their customers. Nevertheless, Delhi Divan thrives on offering excellent customer service which ensures returning customers, and this is the reason why staff are well rewarded. 

Recommendations
One of the recommendations that I would like to suggest to Delhi Divan is to continue investing in the latest technologies that will help drive the business forward. This will involve investing in a “smart” system where the waiter/waitress can use a smart tablet to take customer orders which can then be directly transmitted to the kitchen staff. I believe that the ordering system will help increase the speed and the quality of preparing food for customers. Another recommendation would be to improve on their current mobile application and introduce a feature where customers can book their favourite table and order their food before they have even arrived at the restaurant. Delhi Divan also needs to expand in using more recent online order delivery companies such as Uber Eats and Deliveroo. These recent expanding delivery companies are very popular within the market and are used by large multinational chains such as McDonalds. The takeout option is an important revenue stream for Delhi Divan therefore efficient online ordering systems will help increase online orders. The system will also mean less work for front of house staff as it will free them up from having to answer calls and take orders. This again would improve efficiency and help the organisation keep up to date with the current competitive market.  In addition to this, staff will also be pleased to know that these effective systems will help make their jobs easier. A further recommendation I would like to make to Delhi Divan is to incorporate team building activities. This has currently been challenging for the organisation to offer as the restaurant operates seven days a week. However, the restaurant opens at 5:30pm therefore it is possible for management to organise team building events for the afternoon. This will help strengthen the team, in particular the two divisions; front of house and back of house. These activities will also facilitate in employees getting to know one another better and 

Conclusion
Overall, it is evident that the workplace culture within Delhi Divan is strong, sustainable and suitable for the organisational needs. Good staff are the key to a successful business in the food and drink industry. human resource management is an integral feature and is central to keeping the staff motivated into giving their best performance every single night. Ammons (2014) stated that HRM also play a central part in “coordinated efforts to recognise and retain capable employees. If the director was to take on board the further recommendations that have been outlined in this report then this will facilitate enhancement and improvements in organisational performance. 
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