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Introduction.
In my assignment I will be looking upon the values, beliefs and attitudes within my chosen organisation, Santander. I will be discussing the different management theories, in place to support my organisations work. There are various management theories put in place to ensure a smooth-running organisation, this is a management practice used to keep structure within the business, to maintain high quality services and in meeting customer satisfaction. I will be critically assessing the impact of these theories within the workplace. Critically thinking is being able to make an unprejudiced judgment, it is all about using your mind and being able to use fair reasoning in an argument. To be a successful critical thinker, it is important not to be narrow minded, it is also about being able to use knowledge from both sides to make fair reasoning without being bias (Padmanabha, 2018). From my experience, I have had to develop my critical thinking skills, when I witnessed two individuals from my class expressing how the piece of work left on the table belonged to them. They both came to me full of frustration explaining how it belonged to them and not the other, they confided in me for my opinion on the situation. One of my class members who was my friend explained, that the piece of work that was left on the table on top of their laptop belonged to them which initially, I automatically thought it belonged to my friend, while the other class mate explained that he was previously sitting on the table before and that if I looked at the piece of work it had a crease in it, same as all his other work that was with them. If I did not take a critical approach in this situation I would have automatically assumed it belonged to the first class member who was my friend who mentioned, it was on their laptop, without even looking at the facts of the work found looked exactly the same with the same crease as the second-class member’s work. This goes to show that, critical thinking cannot come with assumptions due to basic knowledge especially the fact they were my friend, I would need to gain knowledge from both parties in a fair way as well as putting friendships aside which could potentially allow me to become bias.
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The organisation chosen to look more into depth about is, Santander. Santander is one of the biggest retail bank provider, which was founded in 1857, which later merged into Banco Central Hispano from 1991, a Spanish organisation, which later developed in the UK from 2004, which was formerly known as three previous building societies, Abbey National, Alliance Leicester and Bradford and Bingley, alongside with the management structure and systems put in place, this has helped Santander improve during the years which resulted in improvement in profitability and introduced ranges of value for money products which contributes to the strong organic growth (Santander.co.uk, 2018).Santander group is a diverse retail bank, with 14,760 branches which is one of the banks with the most international branches. There are 193,000 employees who are there to help meet the vision of the bank and all thanks to this, there are more than 102 million customers who bank with this organisation internationally. The bank is customer focused, which all helps with the success of the bank, they believe in helping individuals with safe banking experience and lending that helps customers make great investments, globally. The relationship with their customers is built on trust and confidence. As people may know, people who tend to borrow are going through financial difficulties and Santander wants to allow all customers to know that it is to their advantage to come to their organisation in times of troubles. Due to their strong focus on risk management this has made the company have a decreased risk profile which shows they have a small chance of risks taking place. It is believed that, in 2011 there was a profit of £5,351 million and this was achievable through the bad economic period for many decades, this is because they have always put risk management at the top of their list (Santander.co.uk, 2018).
[bookmark: _Toc523182896]Importance of Values, Beliefs and Attitudes.
Individuals bring various already established beliefs, attitudes and values to the workplace which organisations sometimes try to change or strengthen. These three can predict each individual behaviour at work with such behaviours subjected to being modified by the workplace however an expression of attitude is not a complete presumption of somebody’s behaviour (Furnham,2011).
Values
In the workplace it’s also important to implement the values, this is the guidelines and principles of what is expected in a workplace. People may have their own individual understanding of their personal values, but this is different from the workplace values. Values form the basis for attitude and personal preferences and is one of the fixed characteristics of individuals. It can be personal for individuals or part of an organisational culture if within organisational systems. These are types of beliefs within an individual belief system about desirable and undesirable behaviour and goals (Cooper and Rothman,2013). Employees in the workplace who have values that are in line with those of the organisation have job satisfaction and are more productive. Conflicts and unproductivity arise when individual values are not compatible with organisational ones and being unaware of one’s values or behaving in ways contrary to one’s value can result in discontentment and misdirected decisions in the long run thereby impacting an organisation negatively. As part of Santander’s values, they believe in being a simple, personal and fair bank, they aim to provide efficient customer service, while being simple providing services that are clear and easy to understand and making the services as convenient as possible. Secondly, when being personal they approach each client with a personalised service, while valuing and respecting them while helping them to meet future goals and investments in whatever is best suited to them. Lastly, being fair involves enabling each client to be treated how you would like to be treated, this will encourage stakeholders and investments to take place around the community, Santander’s culture is based on their simple, personal, fair cooperate behaviours (Santander.co.uk, 2018).
Beliefs
A belief refers to an idea accepted to be true with or without evidence or verification (Lovelace and White, 2002). Discriminating against anyone at any stage of employment because of their religious belief is against the law however religious belief should be a view or idea that is in line with the law (GOV.UK,2018). Equality Act, 2010 protects employees from discrimination in the workplace due to their belief or lack of belief. Discrimination because of belief can come in the form of direct, indirect, harassment or victimisation, employers are expected to accommodate beliefs of employees at work as diversity in beliefs can bring about an increase in performance. A workforce that is diverse encourage tolerance, improve communication and better understanding. This is why Santander believes in diversity and inclusion within the workplace. They believe that individuals should be accepted no matter what age, religion or differences they may have. They believe that the experiences and different perspectives encountered within the workplace will help employees have a better understanding of others who share different beliefs, which will help employees adapt to them and make it easier to adapt to their needs (Santander.co.uk, 2018).
Attitudes
An attitude describes how an individual think about a situation and eventually determines the person’s behaviour. In the workplace context, an attitude can be positive or negative regarding specific tasks towards other employees or towards the organisation as a whole. Bad attitude could lead to disinterest in work tasks while positive attitude makes work tasks more enjoyable and brings about better performance(Leonard, 2018). Positive attitude in employees allows the accomplishment of tasks and leads to career success among employees. It increases productivity as better work is produced through the keen interests shown by them. It makes leadership roles easier for employees through the respect earned by their positive attitude. Team work is also easier as team members appreciate each other and decisions are made through positive thinking that triggers a thought process that is healthy (Belcher,2018). Following the cooperate behaviours aligned with being a simple, personal and fair bank, Santander enforces these behaviours on their day to day life within the bank to help reflect their attitude within the bank. Santander are aware of their behaviours and are able to see how it can reflect on the bank and its success (Santander.co.uk, 2018).
[bookmark: _Toc523182897]Management Function
[bookmark: _Hlk520049047]As a manger, it is required to use skills in order to bring out the best management qualities, this is being able to structure a group and manage them efficiently. There are four simple functions to make it all possible. Below are the elements;



Figure 1

starting off with planning. This is a manger’s role to reflect this on their day to day work, being able to plan ahead in order to meet the organisations goals, in this time it can be valuable for employees to express their ideas in order to take each other’s opinions  into account and include additional ideas, this can be an impact to the organisation because, employees have a lot of skills and experience in the sector (Self, et al., 2014). At Santander mangers reflect this function in their work, as some  colleagues have witnessed, before the start of the working day, the manger has a morning brief in this is when it is explained what is expected in the working day for example, what section of the bank should be covered by who, who will be in charge of restocking the money in the cashpoints and so on. So, research was then assessed while asking  two colleagues from Santander how they felt about the morning briefing, one of them felt as if it was pointless that everyone should know what they should be doing by now and it wastes a good fifteen minutes in which they can be preparing the bank till the bank opening. On the other hand, the other colleague felt as though it was very valuable doing the morning briefings, they explained that without it they would be unsure as to what is needed to be done, other colleagues may repeat work that has already been done, like counting the money for each till twice, which could result in to lost time because, what has been repeated could be used to do other duties needed before the store opening. Secondly, organising with a source discovered it explains how  this is when the manger brings everyone together assigning each individual to the right role depending on their skill fit, in order to help meet the organisations requirements (Thenmozchi, 2006). The use of this function helps keep structure in the organisation, with Santander they take great pride in organising because, any little hiccup could result in to a major downfall. In one of the branches , it was  witnessed a bank teller taking on the role of a financial analyst. As a bank teller, they are the face of the company and are the ones who take customers transactions and help customers with any queries needed in opening an account or depositing in any money. The role of a financial analyst is to help business owners with different investments and stocks they can invest in order to build their portfolios till retirement. A colleague who was a bank teller was feeling distressed as they were told to take on a financial analyst role, which they had no knowledge about so that was a lack of organising skill from the managers side, who was just throwing her into the deep end, this resulted in her telling the client the wrong information later leading into confusion and distress from the client. Controlling is another element used in making a successful manger, this is when managers are able to assess employee performances by establishing what standards are required in the organisation and   measuring it with the performance made. This function also consists of being able to correct employees if they’re not meeting up to standard, regular feedback is always important and critical as a manager to ensure improvements (Cole, 2004). Lastly, directing this is when managers are able to direct and motivate employees in reaching organisation objectives, this is by implementing techniques and generating ideas in which employees can learn from while supervising and guiding them in the right direction, this is the last element that help prepare employees to reflect the work learnt into organisational tasks (Ramasamy, 2014).
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Fedrick Winslow Taylor (1856-1915), was one of the people who founded the management theories in his 1911 book called, The Principles of Scientific Management and his 1903 book called Shop Management, this was two of his main books. Fedrick  was an American engineer and inventor who followed simple principles, giving a scientific approach. He believed that the right management practices were not used effectively, which resulted in manager and employee conflicts, reasons he set up principles in a  scientific manor to improve  mechanisms of management (Taylor, 2003). The theory surrounded its research on scientific methods around four processes, the purpose of the processes was to help management and employee relationships. Identified on figure two are the four principles(Taylor,2003) followed;
Figure 2
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Scientific Analysis of Job Role
Starting off with allowing each employee to find a unique way of working, to undergo task safely as possible which is best suited to them.  According to research found, the rule of the thumb method explains that rather than following basic rules of working which, every individual may not find simple. Instead it is seen to better to actually study the task needed to be completed and evaluate the most effective way of ensuring task completion. This could be done through estimating the timing of the task and finding other factors that may influence the task (Morden, 2004).
Selection and Training Process
By enforcing the selection and training process, according to the department of management, this is used to enhance the quality management processes, without this, an organisation will not be able to perform as well as it could (Ahmad, 2002). Santander takes great pride in their selection process ensuring the right candidate meets the requirements. At the start of the application process individuals are required to submit an online application form this is to see if needs are met for the job role. They check for grammar and spellings, this is noted on their website about double checking applications before submission. I have experienced the effects of not reading the application properly before submission, a year before I got the job, I applied online in a rush because, I really needed a job and I did not really focus on my grammar and wordings. Unfortunately, I did not get the job, to my surprise a year later I applied for the same exact position, the only difference was it was done very carefully and i proof read my submission to ensure everything was up to standard. Two weeks later I received a phone call to come in for an interview, the lesson I learnt is that without showing your grammar capabilities it could be a downfall and it would not attract employers (Santander.co.uk, 2018). Santander is known for keeping up with professionalism and high standards and if individuals who are applying for the role are unable to show basic educational traits, this could come across uneducated and could be the reason for not being the right candidate, due to there are lot of written and mathematical expectations when taking on this role. This just goes to show that, without a good selection process an organisation cannot show their best abilities and employee performances. As found in an article, research shows the selection process is one of the most significant variables within an organisation in order to meet customer satisfaction and in achieving high quality services (Gonzalez, et al., 2004). Whereas, Lloyds bank take it an extra mile in the selection process, after the online application they require an online video which is used to help employers identify, strengths and weaknesses and to identify the candidate’s personality (Lloyds.co.uk, 2018). A colleague of mine who recently transferred from Santander branch to Lloyds, believed that Lloyds banks selection process was by far the best because, with Santander they don’t know how the person is face to face and can only see by experience and educational backgrounds which doesn’t always mean they are right for the role, the college also  mentioned that Lloyds banks selection process is far speedier because, for them to call chosen candidates into an interview they already know how you are as person. Santander is different because, after they see your experiences and later decide to call you in and they end up not liking you for whatever reason, this just wastes more time and makes it longer to find the right person candidate. On the other hand, this could also be seen as being critical while carefully evaluating the right candidate no matter how long it may take, this could help organisations ensure the right candidates are properly evaluated to be able to allow them to be assets to the organisation. My role at Santander as a customer advisor consists of, being the first point of contact and helping clients who come into the branch, it is my responsibility to help with day to day banking while exploring ideas of which help is best suited to their needs. This can vary from helping individuals booking appointments to join the bank, money transfers, changing addresses and many more general banking queries (Sanatander.co.uk, 2018). Therefore, without the essential training provided by Santander, I would be clueless and unable to help customers who come in day to day. As part of the training process, Santander have mandatory training in place that must be completed as a new starter and then after on an annual basis which helps keep the knowledge needed to know intact and refreshed. The training is done to help us keep up with being able to protect customers and their information while minimising any potential risks that could occur. The training modules include, Anti bribery practices, data protection, tackling fraud, diversity and inclusion and many more, which helps in protecting customers (Santander.co.uk, 2018). Also, Santander’s values are reinforced to ensure a fair practice within the organisations work. In another source studied it explains how training should be a continuous  development for employees because, this is what helps them stay on track and aligned with the organisations aims and visons and important information in regard to the organisation. Training is seen as important because this is what refreshes employee’s knowledge about the company and its attributes. An organisations performance is what helps with its overall success, authors have demonstrated the training processes needed to help employees and management in an organisation. Below on Figure 3 is a diagram of the training process by (Imran & Tanveer, 2015).
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Figure 3











(Imran & Tanveer, 2015)

Payrate System
[bookmark: _Hlk520049870]Another theory looked upon by Fedrick was, the wage system and how it worked, which he published on his book ‘A piece rate system’, he believed that people’s main point of interest when working was the pay, he took several experiments trying to back up his point. In this book, he explains how people who work their hardest, tend to due to the good pay in a job whereas, those who are paid a low wage don’t work as effectively as they could. Despite the pay difference he mentioned that, all tasks should be assigned fairly and tasks should be defined clearly and be able to be completed with certainty and those who are able to complete it successfully should be rewarded with a high pay rate (Taylor, 2000). Santander bank also implement different pay rates in different job roles, as an example, customer sales advisor gets paid a salary of £15k per year and the manger gets £27k, with the branch manager at £40k.  The work differs between customer sales advisor, the manager and branch manager, the higher roles consist of a lot of hard work, the role can only be obtained from the performance of employees. The manager of Santander mostly goes through the process of starting off as an apprentice, which is a programme used to obtain qualifications and experience and then he later makes his way up to manager, with a lot of hard work and dedication which results into higher pay. According to the scientific management theory, (Taylor 2000), it is believed the wages paid impact the way a workman performs, with that being said, high wages also help in employees up keep, with being healthier, improved work habits and productivity followed by their attendance to work. Those with low wages are seen to be more un engaged and careless at what which reflects on the wage system, which has been discovered in research (Taylor, 1914). Pay rates are also described as not only being beneficial for individuals but also help with organisations aims of providing better employees to perform better, the use of this model both help in encouraging organisations and employees (Thenmozi, 2014).
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[bookmark: _Hlk522901287][bookmark: _GoBack]Customer value is all about being able to keep customer satisfied through the product and services provided. Although, Santander started off on a bad start especially with the customer complaints, they have continued to still make improvements in the work they deliver and trying to meet up to customer expectations which all impact on the customers value. There are several steps Santander can still take to ensure consistency and better complaint rates. On an article discovered it expresses the way customer value can be maintained in a workplace, this is by first outlining and having a clear picture of what the consumers wants. Also, by being able to identify consumer consumption, this is being able to see the pattern of products or services that consumers have been interested in through a period along with different upgrades and improvements made along the way to either the product or services, this could also be an ongoing problem-solving tool. By doing this it will allow Santander to see the trend patterns which will eventually lead to customer satisfaction and the organisations probability (Womack & Jones, 2015). Customer complaints help organisations to improve their services however a reduction in complaints is not the only solution to customer satisfaction but the encouragement of employees to seek out complaints in order to define what customer really wants(Barlow and Moller, 1996). Santander can get its employees to encourage customers to say what’s on their minds regarding the services received so that there can always be an ongoing improvement, it should not set goals to reduce complaints as this can make some employees not to give accurate feedbacks from customers in order to meet their targets for complaints.  Being able to provide customer value also help in gaining customer loyalty, the way Santander can do this is by, keeping track of the average customer rate who join monthly, by frequently analysing customer use of the services as mentioned by the author, if Santander follow this they would be able to set up goals and aims for the future, which can help in improving overall customer value and loyalty. Another point found on the article, it mentions organisation should always be able to seek customer complaints, rather than hiding the fact that there may be complaints, it is better to just listen to the complaints and treat them serious while finding the best problem solving ideas, which allows consumers to see the improvement and response times in helping them with their needs which will add value to individuals (Griffin & Bass, 2010)It is said that complaints level have continued to fall during the years with Santander bank, it is revealed that Santander has continued to improve customer satisfaction by using processes and systems which has made it easier for clients to meet their needs tailored to them. As an illustration to their corporate behaviours of being a simple, personal and fair bank. During the last few years Santander have introduced new products and enlightened the services provided. They have updated many systems and now have also, have alerts when money is reaching a low point and to avoid exceeding the limited overdrafts (Santander, 2016). Santander have continued to maintain customer value during the years, as customer complaints have dropped by 32%. (Pateman 2014) head of UK banking commented, that through helping the surrounding communities prosper through their corporate behaviours they have still have been working on making even more improvements to create efficient customer experience. On a financial research survey, it is said that, Santander has made the largest improvements vs the top 3 competitors during the years 2013 and 2014 (Santander, 2014). Although, Santander admits there are many problems that still exist within the organisation, they believe they still have a long way to go. There was a lot of complaints in regard to the call centres and how customers queries are dealt with. Unfortunately, customers believed that they were not fully understood, and solutions are not solved due to the lack of communication. This is why Santander went ahead to relocate their call centres from India to the UK, the bank can continue to make technological improvements to maintain customer experience and satisfaction and by valuing their feedback to be able to note the next the point of action in allowing a speedy service. Another problem Santander face is the long queues in branches, customer have felt as though they are not respected by the employees and have no acknowledgement. The organisation can employ part time staff to work specifically during busy periods and lunch times to cater for customers to avoid long waiting periods and unnecessary delays. There can also be more employees to attend to the customers that prefer to talk to a real person rather than a machine. For example, due to technology and innovations most transactions can be done without speaking to an employee, e. g paying into an account, in most cases customers are encouraged to use the machines but some prefer to hand over their money to a cashier and get a receipt out of the fear of their money getting trapped or wedged in the machine thereby improving the local branch experience. In order to be able to have efficient service provided and generate more ideas which could potentially improve the organisation it is also important to have the right employees to reflect that, this is why the  training and selection process is a necessity. Although, it is quite common during the selection and training process in some organisations that there are  errors that can occur, Santander have shown great attitudes in trying to make the selection process the best it can be. Although there are views that, there is still some uncertainty in finding the right candidates for the correct skills for the position because as time goes on, employees may have a different view on the values of the workplace which organisations may not have no control over, this is why  training mandatory while having have regular employee reviews to monitor performances which Santander could enforce to ensure or employees are suited for the position (Noe, et al., 2014). After having deeper review it was identified that the selection and training process can still have room for improvement within the bank, to limit the amount of un productive employees, selection systems should be on the basis of previous banking experience or educational backgrounds, this is because those who have taken their time to actually build a career in the banking sector are more likely to show more productivity due to having knowledge or experience in the sector which shows the candidate has an interest.
Lastly, the organisation can introduce a reward programme for its loyal customers to encourage them and motivate new ones to become loyal. For example customers can have like points systems when they use their cards or those that have been with Santander for 10 or 20 years and above can get a special letter of recognition or appreciation letters on the anniversary.
[bookmark: _Toc523182900]Conclusion
In conclusion, the values, beliefs and attitudes within an organisation have a significant impact on its performance and come about in the interaction between employees, individuals within the community and the organisation as a whole. Employees are expected to align their values in line with organisational goals in order to achieve easier productivity and success with everyday decision making as well as performance. Also, using the right recruitment process and adequate training as used in Santander makes it easier to have the right individuals doing their job successfully and enable them to meet customers’ needs as much as possible.
Finally,  maintenance of quality service by working on continuous feedbacks by making needed amendments and improvements can bring a significant change in overall customer satisfaction as seen in the Santander case study.
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Scientic analysis of job role


This is eleminating the role of 'the rule of thumb method', instead replacing it with a scientific realistic way of working to complete tasks rather than basic way.


Management supervison&Task divsion


This is to be able to provide standard supervison to employees ensuring tasks are completed to the right standard.


Task division is ensuring management are capibable of dividing work tasks equally and according to skill set.


Selection and training process


This is for managment to be able to effectively choose the right candidate for job role according to skills also to provide effecient high standard training for choosen candidate.





Pay rates





This is paying employees in accordance to work performance , those who work more effectivetly to have a higher pay rate than those who do not put in effort while working.
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Different authors have put forward the systematic process for training and development of
employees. The number of steps varies but the basic approach remains the same i.c. to manage
training in a better way fo have the best results out of the investments made. Training is a
continuous process. Whatever the scheme may be presented by various scholars and trainers the
following steps are inevitable for any well designed and precisely implemented Training and
Development plan:

2. Checking out

for employees'
readiness for

Training

Figure 1: Training Process. Source: Noe, 2008; Garner 2012
If any company skips one or two of the steps in a T & D process, it may succeed in implementing
a training program but will no longer reap the actual fruits of training that have somewhat long





