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[bookmark: _Toc233626351]Introduction
Organisational culture can be used to describe the common values, beliefs, behaviours and modes of operation that employees within an organization. Organisational culture determines how decisions are made, the way in which employees collaborate and how organisations should attain their objectives (Aggarwal, 2024). One of the best retailing companies in the United Kingdom is Tesco, which runs thousands of stores in various countries (Tesco PLC, 2026c). The company has a strong reputation for being customer-oriented, teamwork, innovation and dedication towards offering quality goods and services. This report will aim to analyse the organisational culture of Tesco and the impact of such culture on the company structure, decision-making, and overall performance. The report will use Schein's Model of Organisational Culture, Handy's Cultural Type and Hofstede's Cultural Dimensions to determine the predominant organisational culture at Tesco.  
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[bookmark: _Toc233626347]Figure 1: Tesco brand logo
(Source: Tesco PLC, 2026a)
[bookmark: _Toc233626352]Company Background
Tesco is a company that is one of the largest and most successful in the United Kingdom as a retail company. Jack Cohen founded it in 1919 and began by selling groceries in a market stall in London (Tesco PLC, 2026a). Tesco has, over the years, become a Global retail store with its headquarters in Welwyn Garden City in Hertfordshire. In addition to supermarkets, Tesco has convenience stores, online shopping for groceries, banking services via Tesco Bank, and mobile communications services via Tesco Mobile.
Tesco has over 300, 000 workers all over the globe, and it works towards bringing value to both customers and workers (Tesco PLC, 2026b). The company's mission is to make its customers a little better every day through the delivery of quality products, low prices, and good quality customer service. The potential to become successful in the long-term of Tesco is closely associated with an organisational culture that is customer-centred.  



[bookmark: _Toc233626353]Organisational Culture's Influence on Structure and Decision-Making
[bookmark: _Toc233626354]Organisational Structure
Tesco is based on a functional organisational structure which is backed by hierarchical management, geographical lines and operations organised as teams within its stores. The functional structure enables employees to be clustered based on their functions including the marketing, finance, human resources and operations functions (Amalina et al., 2024). This structure allows the employees to become specialists and at the same time, each department is geared towards meeting organisational goals. The hierarchical management structure has distinct ranks of authority with senior managers making major decisions, and store managers overseeing day-to-day operations.  
The organisational culture of Tesco is significant in the development of this structure. Teamwork, accountability and customer service are encouraged where employees working in various departments are encouraged to collaborate towards the attainment of similar objectives (Zhang et al., 2023). Managers also enhance open communications and teamwork by providing a good working environment where employees know their roles and play a part in enhancing customer satisfaction.   The building has a number of benefits. To start with, the reporting lines will be very transparent and this will ensure that the employees get to know their roles and responsibilities. Second, it enhances operational efficiency by the functional structure as different departments have divided tasks and are specialised.  Nevertheless, there are certain limitations in the structure as well. Hierarchical system may result in bureaucracy where decisions will take much time since having different levels of management has to approve them.  
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[bookmark: _Toc233626348]Figure 2: Overview of organisational culture
(Source: GeeksforGeeks, 2025)
[bookmark: _Toc233626355]Decision-Making
The decision-making process adopted by Tesco is a mixture of decentralised and centralised. Senior management is the one that majorly decides during strategic decision-making processes like pricing policies, business expansion, and long-term planning. On the contrary, store managers are granted the mandate to make operational decisions such as staffing and inventory management and addressing customer grievances. This is a moderate strategy that enables Tesco to be reliable and, at the same time, adapt to the needs of local businesses.
The organisational culture of Tesco has a strong impact on its decision-making process. The company appreciates customer feedback and collects opinions regularly based on surveys, loyalty programmes and online reviews. employee suggestions since front-line employees know the needs of customers and the challenges they encounter in daily operations. Moreover, Tesco makes decisions based on data through analysing sales facts and how customers shop to improve products and services.  
This is a decision-making strategy that has multiple advantages, such as higher levels of customer satisfaction, enhanced operational efficiency and an increase in the role of the employees.  
[bookmark: _Toc233626356]Applying Organisational Culture Models 
[bookmark: _Toc233626357]Schein's Three Levels of Organisational Culture
The organisational culture, according to Edgar Schein, has three overlapping levels: artefacts, espoused, and the basic underlying assumptions.  
1. Artefacts
The visible and observable aspects of the organisation's culture are known as the artefacts. They are not hard to spot, but what is underneath should be analysed. Tesco exhibits a number of key artefacts which indicate its culture of being customer-driven and highly efficient operation-wise. Tesco 	and professional appearance throughout the stores. They help identify employees, promote teamwork and provide customers with easy identification of employees who may need to help them (Einhorn et al., 2023). Equal treatment and professionalism are also conveyed through uniforms, no matter the positions of the employees. The store layout is also well laid out, such that the customers are made to feel more at ease. Products are laid out in well-labelled areas, with broad aisles and direction signs. This indicates the focus of Tesco on accessibility, efficiency, and the development of a favourable shopping experience. Self-checkout regimes can be viewed as an act of technological advancement and efficiency of operations by Tesco. Such systems help in minimising waiting time, enhance consumer-friendliness and enable the employees to better serve the customers and not just make transactions. Another notable artefact of culture is the Clubcard loyalty programme. It shows the customer-focused strategy of Tesco as the company rewards those who make repeat purchases and gathers important consumer information.  
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[bookmark: _Toc233626349]Figure 3: Schein's Three Levels of Organisational Culture Model
(Source: Westover, 2024)
2. Espoused Values
Espoused values are the values and principles that are publicly stated by an organisation to employees, customers and stakeholders. A slogan of Tesco, Every Little Helps is one of the most famous values thereof. This conveys the message that any little change in products, services and employee behaviour can result in considerable customer satisfaction. The motto challenges the employees to be attentive to detail and offer high-quality services on a regular basis. Customer satisfaction is also very important to Tesco. The organisation aims to offer quality products at competitive prices and to constantly enhance convenience by offering digital shopping, home deliveries and personalised offers (Gil et al., 2024). Tesco encourages courteous treatment of the customers, employees and vendors, and the local communities. This is expressed in policies on equality, diversity, anti-discrimination and ethical behaviour. Inclusion is also a core principle of the company, which aims to foster diversity in its workforce and provide equal employment opportunities to both genders, ethnic groups, all ages, disability, and people with disabilities and all backgrounds. Inclusive leadership and employee support programs help to make the workplace more collaborative. Sustainability is one of the organisational values of increased importance. Tesco has been supporting responsible sourcing, cutting down food waste, carbon emissions, increasing packaging sustainability and cutting down on carbon emissions. Such efforts reflect a desire to be a long-term, environmentally and socially responsible organisation. Tesco professedly preaches upon these values but does not literally follow them in practice. The problems faced by large retail organisations are usually workloads, a shortage of staff when customers are busy, and operational pressures, which can temporarily interfere with customer service or staff satisfaction. 
3. Basic Underlying Assumptions
Basic assumptions are the ingrained beliefs, which the organisational behaviour and decision-making processes are unconsciously guided and influenced by. Among the basic assumptions at Tesco is that customers come first. This perception affects the decision on pricing strategy, availability of the product, services quality, and digital innovation and resolution of complaints (Jankelová, 2024). As a rule, customers are expected to be the main concern of the work done by employees. The second assumption is that workers make organisational value. Tesco has realised that customer satisfaction and business outcomes are direct results of motivated, engaged and knowledgeable employees. As a result, the business puts investments in training and career development of employees, wellbeing programmes and performance management systems. Continuous improvement is another significant assumption. Tesco conducts a frequent review of how well it is doing in the areas of operation, customer response, efficiency of supply chain and technological advancement in order to know how to improve them. This is an indication of a culture that promotes learning and not the retention of practices. This assumption, like these underlying assumptions, has a great impact on the daily behaviours of employees.  
[bookmark: _Toc233626358]Handy's Cultural Types
Charles Handy came up with four basic types of organisational culture: Power Culture, Role Culture, Task Culture and Person Culture.
Power Culture is one in which the decision-making process is centred among a few senior leaders. Although Tesco senior management sets the strategic direction, the day-to-day running of this store is not preoccupied by centralised control, and hence this culture is not reflective of the organisation.
Role Culture is the dominant culture within Tesco. Workers work in a well-defined position and duties, reporting lines, and working processes. All the workers are aware of their job description, performance expectations, and limits of their authority (Maftukhatul and Firdaus, 2024). Covering customer service, health and safety, inventory management and financial controls, the standardised policies provide uniformity over the stores. This well-organised environment enhances efficient operation, accountability and quality of services. 
Task Culture is also present in Tesco and is more so in project-related projects. As part of digital transformation, sustainability programmes, online retail development, supply chain improvements, and marketing campaigns, cross-functional teams' work (Westover, 2024). The culture of task fosters innovative ideas, solving problems and sharing of knowledge, enabling Tesco to optimise towards adapting to the evolving customer expectations.  
Person Culture puts the personal goals ahead of the organisational objectives (Manner et al., 2025). This culture is not predominant in Tesco since organisational success, customer satisfaction and teamwork are valued more than individual autonomy.
[bookmark: _Toc233626359]Hofstede's Cultural Dimensions
Geert Hofstede came up with cultural dimensions which can help us explain certain organisational behaviour in various contexts.
Power Distance: Tesco has an average power distance. Managers retain official power and make decisions, but they welcome idea sharing, feedback, and bringing operational issues to the table. The balance enhances accountability as it encourages open communication.
Individualism: Tesco bears an aspect of the balance between individual responsibility and teamwork. Employees have a responsibility when it comes to individual performance and, at the same time, work as a team towards attaining departmental and organisational goals (McCarroll and Lambert, 2024).
Masculinity: Tesco exhibits moderate masculinity as it ensures that employees work towards performance objectives and at the same time creates a team-oriented and employee-focused environment. The company has good working performance which is rewarded, there is career development supported and customer service is also valued.  
Uncertainty Avoidance: Tesco has moderate levels of uncertainty avoidance due to thorough operational policy, health and safety legislation, risk management procedures, quality control mechanisms and standard operating procedures. These processes reduce uncertainty and give uniform delivery of service.
Long-Term Orientation: Tesco is a company with a high long-term orientation as the company invests in sustainability, digitalisation, employee growth, customer loyalty via the Clubcard programme and innovation that is a continuous process. Such long-term investments are aimed at facilitating competitiveness in the future and not just in how they perform in the short term.
Indulgence: Tesco shows a moderate level of indulgence by supporting employee wellbeing, work-life balance, and customer satisfaction. This is evidenced by flexible working hours, employee appreciation schemes and social events. Meanwhile, the policies and performance indicators in the company guarantee responsible behaviour, and the company remains highly productive and the quality of the services.
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[bookmark: _Toc233626361]Technology
The Tesco organisational culture embraces technological innovation heavily in order to enhance efficiency in its operations and customer satisfaction. The company has also adopted the use of online shopping, where customers can easily buy groceries online (Mullins and Christy, 2016). AI technology, among others, assists Tesco to process customer data, predict customer demands and personalise deals under the Clubcard programme.    
[bookmark: _Toc233626362]Competition
Tesco exists in a very competitive retailing business with its competitors including Aldi, Lidl and Sainsbury. Its organisational culture promotes innovation, a high standard of service and customer loyalty in order to have a competitive edge (Nayyar et al., 2025). Competitive pricing, regular product enhancement, and loyalty programme of Clubcard help Tesco establish a long-term relationship with its customers.  
[bookmark: _Toc233626363]Sustainability
Tesco culture is also a portrayal of a culture of high environmental responsibility. The company is also engaged in trying to curb the use of plastic trash by using recyclable packages and reusable options. Its net-zero undertakings confirm providing a long-term approach in minimising carbon emission in operations and supply chains (Wang et al., 2024).  
[bookmark: _Toc233626364]Customer Expectations
Retailers need to change the way customers expect and provide high-quality service and increased convenience (Nilasari et al., 2024). The culture at Tesco motivates its staff to offer a quality customer experience as they strive to enhance the shopping experience on a constant basis. The growth of online delivery, click-and-collect and online shopping platforms is evidence of Tesco's commitment to fulfilling the changing consumer needs.  
[bookmark: _Toc233626365]Economic Changes
Pressure on the cost-of-living and inflation has been a real issue, forcing many economies to modify consumer buying behaviour. The culture of customer focus at Tesco helps the firm to react by providing attractive prices, value assortment, exclusive Clubcard discounts, and regular promotions. Such policies would enable customers to deal with increased living expenses and leave Tesco to keep the trust of its customers.



[bookmark: _Toc233626366]Is Tesco's Culture an Enabler or Barrier? 
The organisational culture of Tesco could be considered as an enabler and a barrier to organisational performance.  
[bookmark: _Toc233626367]Tesco's Culture as an Enabler
A powerful enabler in Tesco is its culture that encourages a strong customer orientation. Its efforts to provide quality products, competitive prices and quality service will aid in the creation of customer satisfaction and long-term loyalty (Osei et al., 2023). The philosophy of the company (Every Little Helps) underlines the idea of customer-centred decision-making on each and every level of the organisation.
Employee engagement is another strength. Tesco dedicates resources to employee training, development and wellbeing, which enables its employees to work efficiently and helps the organisation achieve its set goals. Tesco culture enhances the brand image as well. The emphasis on ethical business practices, inclusion, and sustainability contributes to an increase in the levels of stakeholder trust and the preservation of a positive corporate image.
Moreover, the organisation promotes innovation due to the investment in digital technology, online shopping, self-service checkouts, and the use of data-driven services, including the Clubcard programme (Pillay et al., 2023). Coupled with this will be the ability of employees to collaborate effectively as they work across departments, especially in new projects and in enhancing operations. The culture of constant improvement also helps to be more efficient since it promotes continuous review of the processes, customer feedback, and quality of the services.
[bookmark: _Toc233626368]Tesco's Culture as a Barrier
Although this has been its strength, Tesco's culture has a number of challenges. It is a big multinational retailer that is therefore affected by bureaucracy, whereby formal policies and structures that are hierarchical can make the business slow in decision-making and change flexibility within the organisation (Ravisankar et al., 2023). There is also a possibility that the organisation can experience resistance to change, with employees who are used to traditional ways of doing things likely to resist practising new technologies or methods of work.  
[bookmark: _Toc233626369]Impact on Organisational Performance and Recommendations 
[bookmark: _Toc233626370]Impact on Organisational Performance
Organisational culture contributes a lot to the overall performance of Tesco. A good customer-based culture would motivate the employees to provide quality service, hence high performance of the employees as a result of being motivated, accountable and committing themselves towards achieving the organisational objectives (Shamsudin and Velmurugan, 2023). Knowledge and skills are also developed as a result of regular training and development of employees.
Another legacy of the culture is customer satisfaction, as it allows responsive customer service to be high, competitive prices, offering convenient shopping experiences via online means and the Clubcard programme. Customers who are satisfied are bound to stick to the business, which contributes towards business success in the long term.
Regarding operational efficiency, Tesco has a focus on standardised operations, teamwork and continuous improvement, which has led to regular delivery of its services, minimised operations errors and enhanced productivity across stores.
Digital technology and innovation will contribute to better financial performance at Tesco through boosting sales, lowering operational costs, and maximising the utilisation of resources. Moreover, an innovative culture will help the organisation to implement new technologies, new processes and make adaptations according to the evolving consumer preferences. These cultural strengths combine to give Tesco a sustainable competitive advantage in the ever-competitive retail market.
[bookmark: _Toc233626371]Recommendations
1. Increase Employee Empowerment (Handy's Task Culture)
Tesco should also empower employees more to allow those dealing with customers to have more power in solving the problems of customers and making decisions on the operations. Task Culture has it that through employee empowerment, there is better collaboration, problem solving, and innovation (Suherman and Ubaidillah, 2024). Having increased autonomy can result in more motivation of employees, increased customer service, and less time overcoming challenges faced in operation.
2. Improve Leadership Communication (Schein's Organisational Culture Model)
Tesco ought to enhance communication between top management and staff by engaging in frequent feedback, meeting with staff, and using electronic media. Schein suggests that leadership behaviours and shared values help in reinforcing the organisational culture (Tadesse Bogale and Debela, 2024). Transparent communication enhances employee trust, creates uniformity in grasping organisational objectives and enhances cultural alignment among all business levels.
3. Strengthen the Innovation Culture
According to the Organisational Culture Model created by Schein, Tesco needs to implement formal initiatives of innovation where employees share their ideas on how to enhance customer service, efficiency, and sustainability (Tripathi and Kalia, 2024). To ensure that innovation does not lose its competitive edge over time, rewarding good ideas would serve as an effective reinforcing measure to the organisational value on innovation and attract highly committed employees.


[bookmark: _Toc233626372]Conclusion
Tesco's organisational culture is strongly customer-focused, collaborative, and committed to continuous improvement. It supports the company's structured organisational framework, effective decision-making, and ability to adapt to external challenges such as technological change, competition, sustainability, and changing customer expectations. Overall, the culture positively influences employee performance, customer satisfaction, operational efficiency, innovation, and competitive advantage. Although challenges such as bureaucracy and communication delays exist, Tesco's culture functions more as an enabler than a barrier to organisational success. Strengthening employee empowerment, leadership communication, and innovation initiatives will further enhance organisational performance and ensure Tesco remains competitive in the evolving retail environment.
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