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Executive Summary:

The first section of this report introduce the background of the Pimento Connection Ltd, the workplace of the writer, and how the culture is a reflection of its core values. The second part explores the introductions of the analysis tools, like the PESTEL, SWOT, Porter’s five forces model and Cultural Web, while the third part is an external environmental analysis. The focus is on how Pimento does business and how they interact with the outside world, especially with residents, customers, partners, suppliers and media. The organisational culture will reverberate across all aspects of the business because it is represents the way they do business. The culture of Pimento determines not just how employees, but how customers perceive the business. The following chapter is an industry analysis through the Porter’s five Forces model with an investigation of the Pimento Connection workplace culture through the general organisational cultural schemes. This investigation gives the chance to examine Pimento’s culture against its relationship with its financial and non-financial performance. Finally, the writer will introduce the ethical dilemmas in the workplace with two real examples. Based on the previous points, the writer will present conclusions and recommendations about the workplace culture and its impact on organisational efficiency.
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1. Introduction
Why it is important: Workplace Culture and its impact on Organisational Efficiency?
The impact of the workplace place culture for the organisational efficiency is huge. Organisational behaviour at the workplace and the people-organisational relationship is the foundation of workplace culture. Every organisation should create a work climate, where people work willingly and effectively together. Usually, people respond to how they are treated. The human capital is one of the main powers and profitable assets of a company, which can be best utilised by Positive Organisational Behaviour (POB). Therefore the Human Resource Management is an important part of the relationship. (Mullins and Laurie, 2019) 
In the company where the writer works, the workplace culture represents the whole company, from the performance of each employee to how the company is perceived in the media. The overall health of a company, employees and customers are all influenced by the workplace culture. External impacts cannot influence a company as easily if the workplace culture is robust and balanced. The writer changed his hotel management job at the beginning of the lockdown for a more secure concierge role with Pimento Connection Ltd; the writer observed how the company dealt with the impact of the pandemic and how the day-by-day implementation of new government regulations and NHS guidance was assimilated into the company rules. Those rules impacted on frontline staff and in turn forced the staff to follow them without disturbing the comfort and security of the residents. 
The owner and the leader of Pimento is an ex-military officer who combines military ethos and discipline within a sophisticated, high-value British work culture. The section of the company where the writer works is mainly focused on creating the right workplace culture, because as concierge in high-value residential accommodation, the employees represent the company to the residents. The residents do not just buy a beautiful apartment on the riverside in central London, they buy the service for their security and comfort provided by Pimento Connection Ltd. To provide this high value service, it would be impossible without the right workplace culture. Residential apartment work and hospitality is much different from hotel work and hospitality, the same customers are seen every day leading to stronger relationships, there is no check in, check out, and the residents come to rely on the concierge meaning more attention has to be given to understand the different points and needs for our service of their daily life. The right workplace culture is essential because the impact of the company culture is perceptible to customers. It would be impossible to provide the high standard service quality for the same customers, without the right culture of the company.    
Riverside Apartments and Studio (Foster and Partners, 2021)


2. The background of Pimento Ltd    

Pimento Connection was formed by two military officers in 2008 whom were leaving their services. Both had a long and successful military carrier and tried to implement the military background and qualities to a civilian company. Since inception they have grown to a networking organisation, providing temporary and permanent employee and management replacement. In 2019 as one of the main subcontractor of the Forster & Partner Ltd, they undertook a contract to provide concierge and security services for the main residential apartment of the Foster & Partners complex in Battersea. The slogan of the company fits very well for both of the main activity of the company: Right People, Right Place, Right Time! About Pimento Connection (Pimento Connection, 2020)


3. Introductions of the analysis tools:
The members of the organisation invented, discovered and developed methods to deal with any problems. These are used in mitigating against internal and external forces, it impacts on how they teach these methods to new members of the organisation and features heavily in all aspects about the culture of an organisation; Pimento Connection has been very successfully in this regard. To show a clear picture of the Pimento Connection workplace culture and its impact on organisational efficiency I will use the Pestle, SWOT, Porter 5 forces model to introduce it:

Pestle analysis of Pimento Connection Ltd workplace culture and its impact on organisational efficiency:

Political: 
The impact of the Covid-19 made concierge and security service difficult. Many ethical and culture backgounds are mixed in London, and now all of them have to accept, sometimes day by day, different government decisions and regulations. Pimento Connection was responsible to impelement the laws and regulations, and to follow the government rules and the NHS advices. They had to remain informed by the newest regulations and follow the relevant government regulations. 
 Coronavirus: how to stay safe and help prevent the spread (GOV.UK, 2021)

Economical: 
After some years of low poperty business in the luxury apartments sector, a strong trend to build and sell new appartments had begun forming. After the temporary struggling of the luxury property market, the serviced apartment with security and concierge services became more popular. The growing number of new luxury residential apartments means the services of Pimento will be more and more popular in the near future. 

Social: 
The positive friendly culture helps the company build good realtionships not just with the residents, but also with the other companies and people in the area. Without the right company culture of the company, delivering a high standard concierge service would b eimpossible. The multicultural organisation of the company fits with the clients and residents wide range of cultural and ethnicallly diversity. Covid-19 pandemic has introduced new health and safety rules.
Technical: 
In today’s workplace, social media is the online face a company and represents its culture and values as well as showing their products and services. Because of the Covid-19 situation, new technical tools help the frontline staff in keeping the apartments and the resident living areas safe from any infections. Separation walls have been errected, separated enterances and exits are enforced and test stations for all the staff for weekly virus testing are in place. Through facebook and Linkedin sites our management share the ideas and cultural values of the company regularly. In today’s marketplace, these two sites are the most popular and our management use them effectively and often. Internal communication is also available for the staff to see and to commucicate all aspects of of the work and the management are always intersted in ideas from the staff for all relevant problems and situations. Beca
Legal:
While laws are followed by all UK companies, they only provide the framework on which to place company values. Because negative practices within workplace culture, like unfair dismissal, unfair discrimanion under the Equality Act 2010, etc. the workplace culture has to be supervised and maintained day by day.
Enviromental: 
A luxury residential apartment must offer a peacful and easy going home; the service staff have to radiate positive and helpful energy to the residents. This helpfullness can’t be played or imitated and should be genuine and sincere, otherwise it doesn’t work. A good workplace culture can only be achieved by the good mental state of the employees. Good mental state is possible to maintain without stress and Pimento is very comitted to creating a stress free environment. Legal requirements for this are quite standard, but because of the Covid-19 pandemic regarding laws and government directions can change quite often, following the virus spreading situation. The management follows the new laws and direction of the government and fits them with the company standards and rules.
Swot analysis of Pimento Connection, concierge and security department:
Strengths

Strong focus on Human Relations enables Pimento to deliver sustainable solutions to clients and to develope high level workplace culture.
Many years of business experience and good practice in high level concierge services.
Part of an executive replacement company who specialised in head hunting while following the company aims and slogan: Right people, right place, right time.
Strong Human Relations Theory by the management in their leadership style. Very well educated and sophisticated management with wide range of knowledge about company management and human relations. The strong operating performance helps the company to grow the prospects of the company.
Weaknesses

Because of the Covid-19 situation, there hasn’t been enough face to face customer contact.
Most of the staff are very young with minimal hospitality experience
Opportunities

Good knowledge and skills to select the right staff because of the main human resources departments of the company.
Very good business connections with leading UK companies.
Wide range of online marketing.
Increased creativity by the young and fresh staff.
Strong focus on social-media helps the company to get new customers.

Threats

New to this business sector. After many years of special human resource, Pimento branched out to deal with luxury residential concierge and security services. Many market competitors with many years of experience and with huge staff since many decades of experience and reputations in the business. In case to avoid negative impacts, Pimento must supervise the positive workplace culture often.  The global economy was affected by Covid-19, especially the lockdowns and quarantine, and this can happen again.         
               

Industry analysis through Porter’s five forces:          
1. Competition in the industry
Both of Pimento’s industry sectors are full with competitors, making the only chance to get in front of them is to offer better services and solutions for the wishes of the customers. The highest standards for excellence can be the only breakthrough point to success. In Security and concierge services the biggest competitor is Randall & Rittner who supervise most of the luxury residential apartments in London, while the staff replacement service is more balanced between many small companies. 
2. Potential of new entrants into the industry
Because this market is huge and the business life of London is very lively now after the pandemic, there are many new entrants in both business sectors. Many new luxury apartments will open soon, and the owners of the properties will be looking for the best solutions, but usually they choose the company they already have a relationship with who take care of other apartments in their portfolio. The high quality service standard is very important in this area. Whilst cost of the service has an impact, it is the quality of the service that makes a difference. Customer loyalty is very high because of the nature of the business.
3. Power of suppliers
The main suppliers of both Pimento business are the employees, supplying their services. Their salary and, in case of staff replacement, their salary wishes are the main cost factor of the company; but on the other hand they are the determinants of the work quality. They are the only and main point of the company life as suppliers. Only a small part or the company’s life depends on other suppliers.
4. Power of customers
The power of customers determines the demand for our services. Serviced apartments are a growing segment of the property business. Executive staff replacement is also increasing. From the basic principles of the customer power, reducing the price in luxury residential service is not typical, but to getting the highest standard of service is critical. Customers in this business do not accept anything less. The power of the customers is paramount in concierge services and this is the key factor.
5. Threat of substitute products.
The threat of substitute products is high, because many companies offer the same service. But customer loyalty is high because of the nature of the business. So again, only precise and high quality service can eliminate that. 
4. External environment analysis
The complex environmental analysis is not just external, but internal also, usually through Porter 5 forces and SWOT analysis it is possible to get the relevant environmental analysis for the company. All strategic management has to analyse the environment to maximize the advantage of the strategy and methodology. SEAN stands for Strategic Environmental Analysis. The basic steps of the SEAN are:
“identification of vision, mission, objectives, goals, targets, environmental (internal and external) scanning, strategic thinking, strategic management, strategy formulation / setup, strategic planning, strategy implementation, evolution and ends with control”

To get competitive advantage in the industry, SEAN is a necessary method. In SEAN hierarchy, all needs start with a vision, named as future position of the organisation. This is the dream of the future, to get this vision is the mission. This is the purpose why the organisation is in the business. Quite difficult to deal one by one with the company vision and mission as they interact with each other and should be inseparable. “No mission without vision.” Like a chicken and egg dilemma. Do planned activities or the objectives of them come first? 
The surrounding environment for a company is like a cell contained within a membrane. It is impossible to separate an organisation and its environment and must be handled as a whole unit. The life-cycle of a company depends on correct environmental analysis. 
The four essentials of environmental analysis: 1- Scanning, 2- Monitoring, 3 - Forecasting, 4.-Assessing
Scanning: The scanning of Pimento Connection external environment is made by the management. They collect continuously all relevant external and internal data to understand what is going around. The precise scanning process shows early signs of internal and external threats and also illuminates the early signs of the organisation weaknesses about vision/mission/objectives/goals. It is quite complex to set up the scanning of the environment but very substantial. 

Monitoring: Monitoring of Pimento scanning data by the evaluation of important data. Not a periodic check list about the scanned information, rather standard and continuous. The scanning process protects the company from any threat by early signal mechanism. In order to get sustainable protection it is necessary to make more precise internal and external analysis changes. Performance and situation monitoring activities identify the typical dangerous cases, but not like the also periodic check list the evolution activity, evolution focuses just for the outcomes of actions. 
Forecasting:  Filtering out all important information by scanning and monitoring, the organisation can make relevant suggestions for internal and external outcomes of the future. Difficult and complex assumptions in forecasting, can be analysed with PESTEL to mitigate against direct impacts against Pimento Connection Ltd. Forecasting should be a way to prevent unexpected sudden events, called: Black Swans.
Assessing: Real precise and analytical data processing method after scanning, monitoring and forecasting. Pimento Connection can make responsible business steps after considering and assessing available data.
(Tugberk and Murat, 2020)

5. Investigation of the Pimento Connection Ltd Workplace Culture.
Pimento Connection operates in two market sectors, but holds a shared culture between its employees.  Individual and group behaviour form the workplace culture. Efficiency and productivity would be impossible without consciously manged human behaviour at the workplace.

 From the six basic elements of a firm, have the following characteristics:
-Innovation and risk taking:
Fundamental individual competencies and perspectives can be expanded with training and practice. Training and traditional business activities will not be attained through individual efforts alone and have to be supported by positive company supportive company culture, authentically caring and competent while taking risk.  (Bemak & Conine, 2018)
Pimento Connection believe in promoting and embracing courage, innovation and risk taking that are required to make the company successful.

- Outcome orientation:
Pimento Connection Ltd workplace culture is outcome-oriented, with achievement, results and action held as important values of the company. Management reward employees and group output in these cases.
-Team orientation:
Teams used in organisations are becoming more diverse in every company. The diversity of the team affects the performance and success of the company if their orientation is not common. (Mohammed at al. 2004)
Pimento Connection team orientation or people orientation based on the successful common work of its members is successful; the employees work well with each other and everyone takes charge of their own projects within the company.

- Attention to detail:
All members have the ability to efficiently allocate the cognitive resources to achieve precise and prompt results. Because the service for important and rich leading business is prominent in every detail of the work, the staff have to handle all messages and packages of the residents with enhanced attention. Every type of work, even small or huge tasks. Accuracy in details improve the performance and productivity of the company. 

- People orientation:
“You can only understand people if you feel them in yourself”
 John Steinbeck
The workers of the company interested in to engage with each other, like to work in team, not just to concentrate they own work what is easy in the Pimento Connection work atmosphere because most of the duty really a team work. The wellbeing of their colleagues and positive emotions of each member important to all of the team members. All of the interactions managed in really happy manner.  
People Orientation (Fingerprint for Success, 2021)

- Aggressiveness: 
Aggressiveness is usually contributed through violence what is unaccepted in Pimento Connection Ltd absolutely. Aggressiveness derives usually from frustration. The management and senior members of the staff always try to create a work atmosphere without any friction or misunderstanding to avoid any frustrations. (Bacciagaluppi, 1989)
- Stability:
Economic stability of Pimento Connection standing on secure legs. The company business are influenced by financial, personnel, marketing, innovation and production components depending on the available resources.
 

Relationship between Pimento Connection Ltd present culture and Pimento financial and non-financial performance.
The culture of every company and its financial, or non-financial performances are inseparably connected. The concierge service of Pimento Connection Ltd has created two departments of its business palette. Because of the nature of the business, in a luxury residential apartment concierge service, the company culture is to closely interact with the frontline workers performance.
The company is small and this part if its business just new, so it is unfortunately not possible to create a long term report on the company history. Based on the writer previous hotel and luxury residential apartment service experiences workplace culture is a key factor of the company success. 
Financially, it is easy to detect the correlations, the source of the profit and the way of the work is the same: The residents have to be satisfied with the delivered service of the company, further contracts or wider possibilities are impossible without the immaculate workplace culture. The communications and interactions with the residents is the imprint of the internal workplace culture and is a precondition for further development.







Ethical dilemmas.	

The writer can identify two main issues of Pimento Connection Concierge Service, based on the writers individual opinion, which are expressed below. Both of the cases are managed well because of the high level Customer Service Management of the company.
The first main issue in customer service of the Pimento Connection Ltd Luxury Residential Concierge service was during the lockdown about the limitation of visitors per flats. Many times more visitors tried to get in some flats as the legal regulation of the government. The concierge team had to manage the standards of the  government regulations and also be friendly and helpful with the residents and their visitors. This was frequently difficult when there is a collision and disagreement between them. The main point of the service of the concierge service is the comfort and security of the residents, both of the main point of the service have to be managed well. 
By the nature of public health communication, the aim was always to implement health-related changes to help people to live in healthier environments. Because of the restrictions and social-changes, the position of their values had to be reassessed. The values of them are embedded in intervention process for their goals and objectives. These values underpin the reasons why the population should be targeted by the interventions and what type of strategies and techniques should be used to evaluate the restrictions and new policies.  (Guttman, 2000)
Mostly in the late night hours, it was necessary to communicate with alcohol influenced visitors and residents which is not the easiest work, mostly because the salary of the concierge team paid by the residents, but the security and health of other residents and to follow the government laws are more important than a peaceful night and do not intervene when more people wanted to visit a flat as allowed.

The other problem is about the usage of the parking lots in the yard.
All residents have an allocated parking place downstairs in the basement garage. They can use this place for their cars. For the visitors of them there is usually no free place when all the cars are there, and visitors are not permitted to use the garage, except with the permission of the residents for one of their private parking place. The yard of the building belongs from the owner of the building from the Foster & Partners Ltd and they have some large offices there. The employees of the Foster & Partners Ltd are allowed to use the yard for parking, mostly during the weekdays. Our residents mainly for conveniences reason many times leave their cars on the parking places on the yard. The security and reception staff of the Foster and Partners company are never happy when this happens and demands from us to call the residents to leave the parking bays are frequent. They have no permission to talk with them, we can but we are there for the comfort and for the safety of the residents. The security staff have a right to expect their car parking spaces are available for their staff, whilst the Pimento Connection staff are there for the comfort and safety for the residents. Most of the time the concierge at the luxury residential building just ask politely the residents personally about the cars when they cross the main lobby in the ground floor of the apartment.

Conclusion and recommendations
Based of the reports above the writer has tried to illuminate the organisational key points of his organisation and how they changed because of the impacts of Covid-19 and how the basic cultural structure of his organisation has been improved. His analysis tool the PESTLE, SWOT, Porter’s 5 forces could show the way how Pimento could implement the general and well known positive factors of the Customer Relation Management. In the instruction part, it is possible to see, how the company consciously tries to establish the Positive Organisational Behaviour. The background of the company and the use of analysis tools for the report can show the different efforts in creating the right company culture what fits with the wishes of the residents and expectations together with representatives of the interacting companies of Pimento Connection work activity. The external environment analysis used the essentials of strategic environmental analysis: scanning, monitoring, forecasting, assessing.
The analysis could show the external circumstances what for the company has to fit while its internal aims are not damaged and all relevant rules of the Covid-19 pandemic situation. In the following chapter, the workplace culture and financial, non-financial performance of the company was short because the concierge department of the company is quite new and therefore not as much historical data is available. The management based on the other special workforce and manager replacement department, started the activity of the concierge department with deep knowledge and with careful application of the right workplace culture. The results of this possible to feel already by the right organisational workplace behaviour and shortly they will be supported financially also.


Training for a new concierge (A reflective essay about how trained and instructed a new colleagues about the work and company culture of Pimento Ltd)
In this short essay the writer would like to introduce, how he trained and introduced for a new concierge colleagues the duties for a concierge in Pimento Connection Ltd and how he introduced the company culture during the outbreak of the Covid-19 pandemic. This training was quite special because even he started to work to the company just for couple of months earlier and the Covid-19 pandemic situation was just a new phenomenon.
She arrived in time for her first instruction day in time and the writer showed to her the building, the corridor the yards and all the necessary information at the reception. With special attention for the Covid-19 rules and how the weekly obligatory Covid-19 test system works. He told her in detail about the daily practical functions of the concierge staff with special attention to the health instructions about the virus. Explained to her company culture also, and the aim of the service. The situation was lucky because the aim of the service and the culture of Pimento Connection is quite similar, to help all the residents in their daily life and comfort and security in a sophisticated professional manner.
Her feelings about this task was very positive and she was very excited about to do everything on the right way. It was important not to miss any important step and introduce to her everything on the right way in the right manner. The writer knew exactly based on his previous experiences and by his own introduction training, not only just the information provided are important but the way and manner how he communicate with her and in her presence with the residents and with any visitors in the building. She will copy and to use about the same way and in the same manner the information received. 
[bookmark: _GoBack]The training was an excellent way to see the work and the necessary style from a new point of view. How he could enlighten the important points about the work and let her feel and experience the company culture what not just represents the way of the companies concierge work but even the communication and all personal interactions. Based the training the writer could refresh and rearrange the important knowledge about his own work and while he was presenting them could see from a new point the daily activity of the staff and reconsider they do everything on the best possible way or their guest services can be implemented on any way? Are the residents really satisfied and they get the service what they expect?
After considering the training, he assessed the relevant information about her impressions and level of knowledge about her new job. He was quite satisfied about the results, and decided to continue with the same type of training for two more days and let her to take part on the next day on the company zoom meeting to introduce herself to the management and let her to know them.  She will learn the way how the daily management meeting works, how the required information evaluated and how the new instructions are implemented.
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