










Workplace Culture on Balti Bazar Restaurant 














Module Name and Code: Workplace Culture and its impact on Organisational Efficiency, BMSW 5005

Module Tutor: Yohan Mendis

Student Name: Salma Bibi

Student Number: 1711171

Learner Group: 3










Table of Contents
Introduction	4
(1) Porters Five Forces Analysis for Balti Bazar Restaurant	5
Competitive Rivalry within the Industry	5
Bargaining Power of Customers/Buyers	6
Bargaining Power of Suppliers	7
Threats from Substitutes	7
Threats from New Entrants	7
McKinsey 7S Framework	8
Strategy	8
Structure	9
Hierarchy of the business	9
Systems	9
Style	10
Staff	10
Skills	10
Shared Value	11
Analysis of Balti Bazars Ethical Stance	12
Employment experience	12
Environmental Responsibility	12
Customer Service	13
Comparison of Balti Bazar to Bengal Chaa	14
Balti Bazar	14
Bengal Chaa	15
Recommendation	16
Conclusion	17
Reference List	18
Appendices	19
Appendix A	20
Appendix B	21
Appendix C	22
Appendix D	23


































[bookmark: _Toc24116654]Introduction 

This report will indicate the cultural behaviour of Balti Bazar restaurant as well as how they are delivering their service. The report will identify the business ethics they participate in and the impact of the business ethics to their strategic partners and customers.  In order to identify the external factors and competition of the organisation, Porters 5 forces model will be used; this will also help develop a strategic plan for the business.  According to Porter (1979), the strength of these five forces determines the ultimate profit of an industry and the level of competition.  Furthermore, an internal analysis of the organisation will be conducted using McKinsey’s 7-S framework which will help assess and monitor changes in the internal performance of the organisation.  Additionally, a comparison will be made with another restaurant to compare the culture of its competitor and finally once the positives and negatives have been identified recommendations will be made to further enhance the workplace culture. 
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Balti Bazar is a traditional Indian Restaurant and is one of the most competitive markets in the business industry.  Restaurants are a very popular food service not only available in the area, but it contributes more than £5bn to the British economy (Mukherjee, 2019).  Using Porters Five Forces framework will facilitate the analysis of the industry by identifying five key groups of forces that can affect competition.  Similarly, according to Porter (2008) customers, suppliers, substitutes and potential entrants are all “competitors” and are able to affect the performance of a firm.  



[image: ]
Figure 1: Porters Five Forces Model (Porter, 1980)
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The competitive rivalry for Balti Bazar is based on the following external factor:

· High number of Firms – Strong Force
· Low switching costs – Strong Force





According to Statista Research Department (2018) the volume of restaurants has been steadily increasing in the United Kingdom.  The statistic displays the number of food services operating in 2008 were 63,368 which then increased to 86,630 in 2017 (Luty, 2019).  There are many similar organisations competing at various levels such as the variety of options being served on the menu including the prices of items and the quality of dishes.  

Many food organisations advertise their products via posting leaflets through doors however Balti Bazar participate in social media sites – Facebook and Instagram, and have reached many customers via their online presence, this strategy has significantly reduced their marketing costs.  Their online presence enables customers to review prices online and choose the food service with best products and services.  However, due to the low switching costs having a strong force it is easy for customers to choose substitutes.

[bookmark: _Toc24116657]Bargaining Power of Customers/Buyers 

There is increased demand and expectations from customers as there are a number of food chains operating in the market.  This external factor strengthens the bargaining power of customers in the restaurant industry considering the customers know they have plenty of choice and can choose from many restaurants other than Balti Bazar. 
· Large number of providers – Strong Force 
· High availability of substitutes – Strong Force
· Switching costs are low – Strong Force
According to Luty (2019) Statistics reveal the annual expenditure on catering services in the UK increased and reached over 92 billion in 2018.  This condition makes the bargaining power of buyers a strong force in affecting the company’s external environment.  The availability of substitutes add to the bargaining power of customers; For example, substitutes include cafes, bars, and artisanal bakeries, as well as microwavable meals and foods that can be cooked at home. Hence, Balti Bazar creates a loyal service with a relaxing ambience when dining in as well as providing their customers with an offer of 20% discount on all their takeaways.  
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· Large number of suppliers - Weak Force

Shapla cash and carry wholesale for multiple organisations one of which include Balti Bazar.  They wholesale raw materials such as fresh vegetables, dairy products, mineral water, soft drinks, tea and coffee.  They also equipped small kitchen appliances at discounted prices.  See Appendix A (Companies house, 2019).    Poultry can be bought in bulk items from butchers when ordered in advance and delivered to the door.  In addition, Balti Bazar have a choice from a large number of suppliers provided in Birmingham from wholesale food suppliers to local markets.  Balti bazar is a large organisation therefore, the suppliers have a weak negotiating power thus the external factor creates a weak supplier power.  

[bookmark: _Toc24116659]Threats from Substitutes 
· High substitute availability – Strong Force
Balti Bazar is a competitive market due to the close location to its substitutes. According to Zomato (2019) there are 30 restaurants in Stirchley alone which is located in a suburban area with a low population density. However, the various services provided by substitutes have a major impact on the business, for example, Balti Bazar does not have an internet order system or a delivery service thus customers find it more convenient making a decision to look at another restaurant.   This external factor contributes to the strength of the threat of substitution in the food industry.  

[bookmark: _Toc24116660]Threats from New Entrants 
· Low switching costs – Strong Force
Low capital costs are involved when establishing a small business restaurant; which empowers new entrants to the industry.  There are a number of attractions nearby; for example, Cadbury World and Rush UK trampoline park are only 0.7 miles distant from Balti Bazar, this identifies the popularity of business in the area.  Low switching costs allow consumers to easily move from Balti Bazar towards a new restaurant.  This external factor strengthens the threat of new entrants as the large number of competitors will significantly impact the profitability.  

[bookmark: _Toc24116661]McKinsey 7S Framework
Mckinsey’s 7S model is a tool used in the internal analysis of an organisation and plays an important role on workplace culture.  It is used to identify the strength and weaknesses of an organisation.  (Ravanfar, Behbodi & Nejad, 2015)
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As illustrated in the above diagram all the areas are interconnected therefore a change in one area means it will make an effect in all of the other areas. There is no hierarchy therefore all areas are equally important. It also aligns the processes and departments in order for the company to be successful and achieve their goals. Shared values are central to all the elements and it is used to prepare for future effects or changes within a company. Therefore, the organisations values are central to all the elements (Peters, Waterman & Phillips, 1980) 

[bookmark: _Toc24116662]Strategy
Balti Bazar ensures all individuals are fully trained in order to serve their customers with the best quality service.  The manager assigns a leader in each department who perform a variety of tasks in their given responsibilities and where bottom level workers can directly report to.  A strong strategy helps a company improve its position perhaps by providing better value to the customer or by achieving sales.  This is a way an organisation creates unique values. (Peters, Waterman & Phillips; 1980, Pg. 20).  Balti Bazaars main strategy is to initially grow in the market and re construct the second floor to a small function room in the near future.
[bookmark: _Toc24116663]Structure
The structure of Balti bazar remains simple as the company is managed by a main manager, kitchen manager and an assistant supervisor as well as lower level workers; who undertake specific tasks and follow orders to help manage the restaurant.  Each person has their own dedicated position and set number of responsibilities.  The chef manager maintains full control of food being cooked as well as maintaining the kitchen staff.  Due to the size of the company the systems including finance, employee recruitment and IT systems have been assessed as simple.  
[bookmark: _Toc24116664]Hierarchy of the business 

	Restaurant Partners  

	General manager

	Assistant Manager                                                         Kitchen Manager
(Host)                                                                                 (Head Chef) 

	Waiter                                                                                  Deputy Chef    

	Busser                                                                                 Kitchen Porter

	Waiter                                                                                    Dishwashers

	



[bookmark: _Toc24116665]Systems 

High volume of party bookings and/or daily reservations take place at Balti Bazar.  This booking system reassures double bookings are not made to avoid embarrassment in order to retain customers.  Systems is one of the most important factors of an organisation and can significantly enhance the effectiveness of the business (Peters, Waterman & Phillips; 1980: 21).  Balti Bazar do not have a specific Human resource department however, the managerial staff are divided to accommodate the financial systems including staff salary.  This classification of culture is work hard/play hard which represents employees of the organisation are highly active (Deal & Kennedy 2000:13).   
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Balti Bazar is led by the traditional autocratic (top-down) leadership style where decisions are made with the managers consent.  However, it is also believed that the company do encourage staff members to have the opportunity to put their views forward so that members feel more engaged in the process and are committed to their role making them more likely lead to better ideas and more creative solution to problems (Cherry, 2019).  While the manager is still there to offer guidance yet retains the final say over decisions and coordinates everyone directly (Johnson 2000:406).  

[bookmark: _Toc24116667]Staff

Majority of the staff are highly trained as they have worked for Balti Bazar for many years.  The head chef and head of waiters have been employed since the business first opened therefore, they are familiar with the faces of regular customers as well as the internal culture.  However, part time staff have less experience as they only work during busy periods and on weekends. Nevertheless, the high skilled employees are available for additional support to new staff.  Yearly bonuses and pay rises are provided by the management team for hard working staff.  

[bookmark: _Toc24116668]Skills

Over time employees have gathered years of experience and have become highly skilled with a variety of soft tools (patience, communication, multi-tasking and speed) on the job. As a result, the employees have immense knowledge and provide recommendations about the different types of food being catered to their customers.  The dedicated team apply these soft skills which then earns the trust of their manager, this will help towards positive company culture and independent employees will help with the growth of the business. 




[bookmark: _Toc24116669]Shared Value 

The company’s culture simply provides its employees a healthy wellbeing where everyone looks out for each other.  This culture links to the company’s productivity.  Balti Bazar maintains to deliver excellence in their products by hiring and training the best staff and at the same time make profits and build value for the community.  The employees are aware of the core value of excellence which reflects to the customers and the company also provides the best ingredients to ensure they have 100% guest satisfaction.  


	Elements
	Descriptions
	Aligned

	Strategy
	To grow in the market
	yes

	Structure 
	Simple  
	yes

	Systems 
	There are a few systems 
	yes

	Skills 
	Basic skills 
	yes

	Staff 
	Limited staff
	No 

	Style
	Democratic leadership 
	yes

	Shared Values 
	Expanding growth 
	yes




In the above diagram, the 7 s’s show that the organisation is aligned in all areas except in the area of staff.  The company wish to expand their growth in sales therefore the business needs additional staff to introduce new motivation and further develop the operation systems however, the company do not have enough motivated staff to do this. 






[bookmark: _Toc24116670]Analysis of Balti Bazars Ethical Stance

Organisational ethics is defined as the businesses mission and values which are judged in the context of the society’s standards of right and wrong.  Although organisational ethics refers to an organisations image and culture, it is the people who work in that organisation; shape the ambiance and character of the company (Butts, 2019). Balti Bazar earns the communities trust by respecting their employees, customers and delivering outstanding service, quality and value.  They work with third party suppliers/cash and carry’s; hence offer their dishes at affordable prices because they buy in bulks.  They have a continuous drive in order to achieve high levels of organisational effectiveness.


[bookmark: _Toc24116671]Employment experience 

The company identifies that employees are core in the company’s success and support employee development programs aimed to empower its employees’ professional attitude towards the development of the business.  The company has created a culture where every employee is resected and valued.  According to an employee, Balti Bazar is one of the best restaurants he has worked at.  Employees feel they can openly speak to their manager involving any types of problems and he will help to overcome the situation and will allow them time off work if need be.  Balti Bazars code of conduct defines that all employees are treated with respect and the employers act towards their employees as to how they would like to be treated, they are a visible role model to create a more ethical culture

[bookmark: _Toc24116672]Environmental Responsibility

Although, Balti Bazar is a Balti Restaurant where consumers can come to dine, relax, and enjoy a great meal, they also provide a fast food takeaway system. Balti Bazar explore ways in which they can package their products which are recyclable. They are seriously concerned about the commitment towards the environmental eco-friendly policies to reduce the impact of waste.  They use paper-based packages for their fast food products and continue to focus on improving their commitment towards the environment.  Out of all retail businesses, restaurants are the largest consumers of energy (Mudie et al, 2013).  Balti Bazar does their part to conserve energy by turning off machines that are not in use and have recently upgraded their appliances to new energy efficient models.  
[bookmark: _Toc24116673]Customer Service 

Balti Bazar thrives to develop a menu that fits the tastes of their consumers which has made them unique.  The employees have specific skills and are always attentive for example, they will carry out regular table check-ins to see if the customers need anything as well as having a great greeting when customers enter the door. Little gestures like this exceeds a guest’s expectations.  The company value their employees immensely as the company has grown through their workers, customers and suppliers. Balti Bazar are committed to the wellbeing of their employees and customers who buy quality fresh ingredients daily.  Additionally, customers gain useful knowledge regarding the ingredients if they wish, this excellent communication service and culture draws the attention of Balti Bazars customers. 



































[bookmark: _Toc24116674]Comparison of Balti Bazar to Bengal Chaa

Balti Bazar was established in 1993 on Pershore Road, Birmingham which is a family owned business where a father and son originally had the drive of commitment.  The founders originally relocated from Lancashire who had a good start up capital as they sold their business in Lancashire to relocate to Birmingham with the hope of their vision.  The business was a big success when they first opened as it was located in a busy environment with only a few restaurants down the road.  The company has continued to evolve with their presence on social media platforms to enhance their customer satisfaction.  Additionally, in 2009 the company reconstructed their interiors to be more comfortable and inviting.  Balti bazar offers a delicious variety of foods on their menu for a reasonable price, this has had a massive impact to the restaurant and on popular culture.  However, despite this continued success Balti Bazar stumbled for the cleanliness and standards in terms of records with the health department; the restaurant was rated (2) on the scale of (5) which means the hygiene standards are very low and do not fully comply with the law, thus further improvement is necessary; Appendix B (Food Standards Agency, 2016).  

Bengal Chaa was established in 2000 on Pershore Road, Birmingham just 0.1 miles from Balti bazar.  The founder originally worked for Balti Bazar as a waiter, also having experience in the kitchen as a second chef.  The manager of Bengal Chaa gradually wanted to achieve something for himself, so he set up his own business with his brother.  The Balti restaurant caters 36 guests at a time which is a cosy warming atmosphere, also having the potential of a small function room.  According to the Food Standards Agency (2019) the last inspection has rated them to be very good; Appendix C (Food Standards Agency, 2019).  



The differences identified:

[bookmark: _Toc24116675]Balti Bazar 
· Cater for children on their ‘menu’.
· Have a customer car park to provide convenience for guests 
· No delivery system 
· Changes of staff on a regular basis 



[bookmark: _Toc24116676]Bengal Chaa

· Do not have any children’s options on their menu
· Do not use social media to reach or engage with customers (Facebook or Instagram)
· Provide an online order and delivery system with just eat; Appendix D (Just East, 2019).  
· Long term experienced staff 

In conclusion, while both companies started with the desire to serve traditional Indian cuisine which is very similar but are equally very different.  The choices of food and beverages that is served can be adjusted to a specific taste which makes them both equally unique.  The food at both restaurants are of high quality while both restaurants take pride in serving traditional Balti dishes with fresh products, they prepare their own curry powder from herbs and spices for each individual dish to have its own distinctive flavour that will make customers happy whether they dine in or take out.  Both restaurants are family friendly and pride themselves on customer service providing free poppadum’s, onion salad and mint sauce with every main course.  Both menus have a wide range of choice which are reasonably priced.  





















[bookmark: _Toc24116677]Recommendation 

· Balti Bazar should offer their products via online booking and a home delivery system. People prefer to order online as it is easy and convenient.  Customer trends need to be adapted in the business or else the growth can be severely impacted.

· It is essential to further train part time staff as they work on busy periods.  The business will run more smoothly if they acquire the knowledge and skill. A written training plan can be put in place as well as being trained by high skilled employees (head of chef or head of waiter).  According to Peters, Waterman & Phillips; (1980:22), it is believed organisations (staff) are more motivated and pick up actions which managers do rather than what they (managers) say.  From this it is understood, it is not what has been said but the actions have an impact on workers.  Management should carry out 5-10-minute meetings every day in order to attain the competitive advantage in the industry and this will be beneficial for all staff.

· There are a number of items on the menu which looks similar to each other and may be confusing for new customers.  Balti Bazar can introduce a more diverse menu with healthier and more popular options such as, fresh lassis, milkshakes, several salad options and grilled burgers to offer healthier choices.  This will make the menu look more attractive with interesting choices.  They may invest in a milkshake multi mixer machine as people are interested in more healthier choices.  They may also introduce happy meal packages with toys for children’s meals, the company might see great potential in marketing if these are put in place.











[bookmark: _Toc24116678]Conclusion 
It was found that there is high rivalry of competitors to the organisation, which is an external factor and cannot be resolved; the availability of substitutes add to the bargaining power of customers.  However, implementing the suggested recommendations would be a step forward to grow in the market and achieve the business strategy in order to maintain Balti Bazars high performance culture.  Management play a critical role to drive and support their employees to create such culture and give their employees a priority over all other things.  Similarly, according to Schein (2004) groups who have shared learning, develop a form of culture. 
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