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Introduction 
The concept of organizational culture is not new. For decades, researchers have studied its impact on the organization and with good reason: culture shapes decision-making patterns, directs organizational actions, and guides the behavior of all employees in the organization. 
Undoubtedly, organizational culture has been one of the most popular problems in management and organizational psychology in the last quarter of a century. After its introduction as a concept in the early 80's, for a short period of time appeared numerous monographs, practice-oriented publications, presentations and symposia, and recently a wide range of consulting services. Research in this area is growing, but this does not make things clearer than it was when the concept was introduced. Numerous definitions create difficulties in trying to classify and reveal the essential features of organizational culture. This affects even more the attempts to outline the existing types of organizational culture, the levels of its manifestation and the ways in which it affects the effectiveness of the organization.
One of the current issues in recent years is the problem of organizational culture. In modern conditions in the context of the rampant COVID 19 pandemics, it would be difficult to unite the staff by administrative means. Therefore, it is necessary to use a different model that is related to human behavior and its orientation. The unification in one whole between the people and the organization, the unification of their goals should not be done through administration. It is necessary to look for opportunities for this on a completely different basis. This can be done through organizational culture. Nowadays, it is difficult for an organization to exist without the use of new technologies and in particular social networks.
This report aims to trace how external factors in the context of the Covid 19 pandemic affect the organizational culture and, respectively, the overall performance of Fast Clean Ltd. The study will be based on the studied theoretical and methodological techniques and tools.

1. Literature overview 

The first part of the report focuses on the theoretical definition of the construct of organizational culture, which Andrew Pettigrew introduced as a term in 1979. Although there is no definite agreement on the nature of organizational culture (probably because it covers several social sciences - anthropology, sociology, social and organizational psychology and reflects the interrelationships between them), the most common seems to be the definition of Edgar Schein, who defines it as a system of beliefs and values, discovered, established and developed by a given group of people in the process of dealing with the problems of external adaptation and internal integration and accepted as valid by all members of the organization in a fair way to perceive and solve these problems. " (Schein, 1990)
According to Schein (2010), culture is established and consolidated thanks to the relationships and interactions of people between them, it is formed from their behavior. When it has an impact on the formation of values and behavior to others, it is leadership, and this process creates conditions for the formation of a new one culture. Organizational culture is a force that guides behavior in the organization.
The theory lacks a common understanding of the nature of organizational culture and this leads to empirical challenges. Schein (2010)  distinguishes three levels of organizational culture in relation to the degree to which each allows to obtain information about it: artifacts (characteristics of the physical environment); accepted values ​​and beliefs (basic trends in individual preferences for certain conditions) and basic principles, deep-rooted beliefs of members . Chatman and O'Reilly (2016) base their concept of organizational culture on the three levels of culture proposed by Schein (2010). The basic principle is that cultures differ mainly in their dominant values ​​and norms. It is seen as a form of social control and the associated normative social influence that arises when people in the organization agree on the behavioral norms that characterize their group. Seven core values ​​are defined: innovation, stability, respect for people-result orientation, attention to detail, teamwork, aggression. What makes an organization unique is the specific order in which they are arranged.
According to Cameron and Quinn (1999), the strength of organizational culture lies in its unifying property and leading the organization to success In order for an organization to function effectively, its goals and strategy must be in line with the organizational and culture, i.e.. it performs functional adaptability (to the external environment - in cultures with entrepreneurial values ​​and innovation-oriented; non-adaptive are those that have a bureaucratic structure and follow a strict hierarchy of roles and organizational growth) (Denison and Mishra , 1990). Basically, the functions of culture are seen as internal and external. The emphasis is on internal organizational functions, as they are most strongly associated with efficiency and individual performance. These are system-forming, socializing, communicative, identification, integrative, educational, adaptive, power-role, genetic function. Leading are the system-forming and socializing function, as are directly related to the existence of the organization and its goals. The organizational culture has a basic regulatory function - it balances patterns of behavior and is a prerequisite for coordination of joint efforts. It still determines the structure of the organization, has a socializing function and a communicative role inside and outside the organization. Culture also has an educational and self-educational, controlling, and self-controlling function. It is important for the building of identity on the part of each member of the organization, it is a group-forming factor, while at the same time differentiation between individuals and groups.
One of the most common comparisons of cultures, more specific dimensions, is made by H. Hofstede, who distinguishes them by cross-cultural perspectives and draws attention to the interaction between national and organizational culture (Hofstede, 2001). The model of H. Hofstede and colleagues highlights the orientation towards: "the process in relation to the result; people in relation to work; the organization in relation to the profession; open system versus closed system; weak control over strict control; normative customer orientation versus pragmatic customer orientation. "
Organizational culture is a multi-layered phenomenon and has three levels of manifestation:
The most superficial level of organizational culture reflects the written and unwritten rules and norms of behavior, both between employees and between employees and management of the organization. At the outermost level are the visible characteristics of how things happen in the organization. They show how the members of the organization interact with each other - what the office looks like and whether it creates comfort for the employees, symbols of belonging to the organization, way of dressing employees, etc. At this level, the attitude of the organization to itself and to its surroundings - style of correspondence, reputation, etc. is evident.
 Level of values ​​- this is the second, deeper level. Values ​​are enduring beliefs that certain behaviors are better than others. Examples of organizational values: customer care, teamwork, risk appetite, trust and support between members, job security, creativity, taking responsibility, rewarding results and etc. In addition to the organizational values ​​of culture, the values ​​of the individual also influence - responsibility, perfectionism in work and others. If there is a discrepancy in the values ​​of the company and those of employees, this is a sign of a problem in the company culture. Also, establishing a correspondence between the values ​​of the individual and those of the organization is a key point in the selection of new employees.
 The third, deepest level is that of ideas and beliefs about what is right and wrong; for good and evil, etc. These understandings have been formed in the process of human life, many of them are adopted by the family environment. These understandings are the most difficult to influence due to their deep roots in the individual's consciousness. Very often one does not even realize one's deepest convictions. Usually they do manifest in external provocation in the form of resistance and is a serious challenge for managers to manage these reactions.

2. [bookmark: _Hlk60739294]Methodology 

          2.1 PEST analysis
The creator of the idea for PEST analysis is Professor Francis Aguilar. He first used the term "ETPS" in his book "Scanning the Business Environment", published in 1967. Later, the letters ETPS were rearranged to give the more sonorous acronym "PEST".
PEST analysis is an analysis of: Political environment; Economic environment; Socio-Cultural environment; Technological environment.
An in-depth review of the four main groups of factors. Brainstorming can be performed to identify a greater number of changes in the external environment.
Discussion of the opportunities and threats arising from the planned changes in the political, economic, socio-cultural, and technological environment. The method of the “Six thinking hats” can be used to make a better analysis.
Acting in connection with the conclusions of the PEST analysis. The new steps that will be taken could be reflected in the company's business plan.
The main benefit of such an analysis is that it covers the "big picture" in the market. When a company is aware of the big picture, it can make more accurate strategic decisions about its future behavior and development.

 
     2.2 	Porter's Five Competitive Forces

In 1979, Michael Porter published his first article in Harvard Business Review, entitled The Five Competitive Forces That Shape Strategy.
In the article, Porter identified the five competing forces that determine whether a company will be profitable in the long run, no matter what industry it operates.
The five competitive forces are: Rivalry between competitors; Power of suppliers; Customer power; Threat of substitute products; Threat of new players entering.
Porter (2008) believes that the five competitive forces are the main source of competitive pressure in an industry. He points out that it is important not to confuse the five forces with more dynamic factors that can easily attract attention, such as market growth, government intervention or technological innovation. According to Porter (2008), such factors are temporary, while the five forces are a permanent part of the structure of the industry.
Any owner or senior executive could analyze the situation and prospects for their own company, using Porter's Five Forces model. It is necessary to make as objective an assessment as possible of how each of the five forces treats the company. The assessment can be made on a scale with points.
  
3. Analysis of the workplace culture in Fast Clean LTD

3.1 History of the company
Fast Clean LTD is established in 2015 in London by the founder of the company Antonia  
Petrova. She is a former primary school teacher, who dedicated half of her life into several 
different charities and fundraising campaigns for Human Trafficking and Work Exploitation. Her 
idea was to create an organization which treats the employees fairly by paying them the London 
Living Wage instead of the national minimum wage. The CEO of Fast Clean LTD has a clear
idea of the vision of the company and for its future development. Its mission is to satisfy the
desire for harmony, order, and spotless premises in the house/office/ building of the clients by
offering them high quality cleaning service, perfect customer service and good maintenance.
 
3.2 Subject of activity 
The company is operating in the cleaning sector by providing high quality cleaning services to a domestic and commercial clients. The cleaning services are both one- off (End of Tenancy, after building or one-off regular cleaning service) and via subscription (weekly or fortnightly regular cleaning service). 
Another type of services that the company provides are carpet cleaning and windows cleaning. Both are provided via external partnership provider while the company benefits from percent of the commission. 
 
3.3 Structure of the company 

   The company has its own internal departments working in the field of marketing, advertising, customer service and recruitment, who are managing and organizing the schedule and appointments for 55 cleaners working on a self-employed basis. The majority of employees working in the company are immigrants from the European Union (Bulgaria, Romania, Ukraine) and this is the main reason why the Managers working directly with the cleaners, need to speak at least one of this languages. 
In order to assure the good communication and understanding of the work process of cleaners, every employee hired on higher managerial position needs to have at least 6 months experience as a cleaner apart from having an excellent English skill. Typically, the CEO of the company is promoting someone of the cleaning staff, who have this set of skills already. The company also provides a range of training courses for developing knowledge about managing people and customer support as part of the set of skills needed to be on a high managerial position. 
 


3.4 Values, attitudes, and beliefs.

In order to determines the culture of an organization, an in-depth analysis of the beliefs,
attitudes and values of both the director of the company and the individuals working in it must
be made. For this purpose, these components can be measured using surveys, interviews or 
observation.
As a Team Leader in Fast Clean LTD, I have been part of most of the team meetings of the
administration and I have a direct look upon the processes of identifying the values and beliefs 
of the organization. Using the method of observation, I will analyze each component of the
workplace culture.
For the most part, the culture of the company is dictated by the personal views of the founder of
the company - Antonia Petrova. As a person who has worked for many years with various
organizations helping immigrants in need, her goal is for her company to be based on human
values ​​and a good work environment. That is why the company is part of the London Living
Wage Foundation, with which it guarantees the payment of the rate for a normal life in London
and not the minimum wage for the country. Opportunity to grow in the company and a good
investment in human capital are another no less important part of the company's culture.
The company works with a business coach who participates and manages all training sessions
with the management staff. He organizes several brainstorming sessions, which aim to improve
the work process in the company and stimulate critical thinking of employees.
In one of the last sessions before the outbreak of the Covid19 pandemic, the task set by the
coach was to determine the values ​​and beliefs of the company. With the brainstorming method,
the group was able to identify and prioritize the values ​​and beliefs that are the driving force of
the company.
Integrity- Each of the team members is responsible for acting with integrity and making ethical choices at all times. This is a key part of the company’s work. Fast Clean’s team is committed to providing the necessary and ongoing support so that the company can succeed in this area.
Accountability – Every employee needs to be responsible for its own decisions and therefor any mistakes that might be identified during the work process. On another side the CEO of the company is responsible to keep up with all operations going on and maintain the good relations between the staff.
Trust- Building lasting and strong relationships with customers and between individuals in the team.
Ownership – Taking an initiative and being responsible for the outcomes no matter if they are positive or negative. Be passion about the results as if the company is yours. 
Constant improvement- Striving to build a culture of continuous improvement in the organization. systematically improve all processes, striving to increase customer value while reducing the cost of resources, time, energy, and effort.
Diversity- Respect and value the different beliefs, backgrounds and choices of the colleagues and customer no matter their sexual orientation, color of skin, ethnicity, gender and disabilities. 
Teamwork- Teamwork creates a stable environment in which the shortcomings of some employees are compensated by the skills of others and vice versa. It is this symbiosis that guarantees the company success.



4. Analysis of the external factors and their impact on the culture and performance of Fast Clean LTD.
 
   4.1 Identifying the external factors using the PEST analysis. 


Political factors- The COVID-19 pandemic necessitated the enactment of several temporary laws banning the mixing of individuals from different households. This leads to inevitable changes in the activities of companies in the cleaning sector. Instability and the accompanying financial crisis are other potential threats to this sector.
In addition, the risks of Brexit without a deal would be irreversible for this sector, where a higher percentage of workers are immigrants from the European Union. Potential new migration policies would lead to a shortage of new labor, and thus a potential increase in service prices in a financial crisis.

Economic factors- The economic crisis because of the imposed lockdowns will be affecting the company sector in the next several years. Rising inflation and unemployment in the region will also lead to problems.

Social factors- The economic factors will affect the thinking of the customers. Most of them will need to adjust their expenses according to the new economic reality on the market and probably will cut of the cleaning service. Another threat will be the fear of having someone outside of their household who potentially can spread the virus.

Technology factors – Nowadays the technology is consistently changing especially in the cleaning industry. From hardware and software to smart cleaning tools, the company will need to be consistently upgrading to be leader on the market.

  
     4.2 Identifying the external factors using the Porter’s Five Competitive Forces 

Rivalry between competitors - Nowadays, the cleaning service business is widespread, which makes the rivalry of companies high. It is very difficult for one company to be a competitor to others, because the offered product is a service and cannot be easily distinguished from another company offering the same type of service. Customers can easily switch service providers driven by the price difference, which in turn can be easily reduced by using a more automated personnel management system and reducing staff recruitment and maintenance costs.

Power of suppliers- The industry is not affected by this factor, as the only resource the company needs is human labor. Possible threats would be restrictions on the use of certain cleaning products, which in turn are easily interchangeable with others.

Customer power – The customer power factor in the industry that Fast Clean LTD is working on is currently very low. This is because, there is only one cleaning agency in London offering a cleaning service and paying the London Living Wage to their cleaners now. 

Threat of substitute products- The threat of substitute products is high at the moment. As Fast Clean LTD is one of the 2 cleaning agencies part of the London Living Wage foundation, it can be expected that many other companies will see the benefits of paying their cleaners according to the ethical standard and might offer the same service ,same ethical approach but with lower prices and better customer service.

Threat of new players entering – This is a very high factor affecting most of the companies working in the cleaning industry. The reason is that the capital needed to start this type of business is low, there is no need to invest in big and expensive machines, facilities and etc. In the same time there is a high demand of people looking for a help with the cleaning tasks in their house, office, building and etc. 

4.3 Impact of the identified external factors on the company culture.

  Using the PEST method and the Porter’s Five Competitive Forces, the external factors
influencing the cultural values ​​of the company were successfully identified.
The crisis caused by the COVID-19 pandemic has greatly affected the company's work in the last 9 months. The financial losses from the termination of contracts with a number of commercial and domestic customers amount to more than 45%. As a result, the company's director took several steps to save the company from bankruptcy. 80% of the management staff was furloughed, which drastically reduced the company's expenses. The rest of the staff switched to work from home, and the office lease was terminated.
The internal crisis that followed the implemented lockdown inevitably affected the customer
service as well. In the inbox of the main e-mail for communication with customer were
accumulated over 300 email related to questions about Covid 19. Under the stress and pressure
of non-stop emails coming from customers and majority of non-working administrative staff, the
CEO of the company called each of the furloughed employees and asked them to work voluntarily
so that the team can handle the crisis and avoid redundancies caused by company bankruptcy. 
To say thank you for those who agreed to work voluntarily, the CEO promised to top up
their furloughed salary with 20% and make it 100%, as it was before.
Each of the workers took to heart this call for help and together the team was able to respond to
each email within a week with tireless work for more than 12 hours a day.
However, in the next 2 months none of the employees who agreed to work while they were
supposed ot be furloughed received a 20% topup. In a personal conversation with many of my
colleagues I have understood they are not confident that the company can give
them a stability and most of the organizational values and believes are not the same as they
were before the crisis. As a result of that 3 of my colleagues gave their resignations in the same
time. Losing 3 of total 7 Managers at the same time, speaks about gaps in the company cultures
and internal crises of the moral values. The influence of the company and the quality of the
provided services is drastically affected.


5. Recommendations 
To successfully deal with the internal crisis of culture and values in the company, I suggest the
following steps: 
Identifying the culture gaps- To identify the culture gaps within the organization a surveys or interviews across the employees needs to be implemented. Preferably those can be conducted anonymously in order to receive more accurate data from the staff.
Data review – The collected data needs to be systemized and stored properly for further actions.
Create an action plan – Once the identified gaps are known a further action plan for improving the relation between CEO and administrative staff as well as Administrative staff and cleaners needs to be implemented. The maintaining and monitoring of the plan is also a crucial for the future success of the organization. 



Conclusion 


In the last nine months, the economy has suffered an unprecedented crisis because of the
Covid-19 pandemic. For a short period of time, companies were forced to make general
changes in the way they work in order to continue working in the new changed reality. These
changes have greatly affected people's minds as well as their values ​​and beliefs.
This report analyzed the company I work for. Using the method of observation, I discovered the factors that determine the company culture, which are an integral part of the success of a company. Using the tools to audit the external factors influencing an organization, I was able to track their impact on cultural change in the context of the Pavid 19 pandemic.
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