[image: ]
Student Name: Lucien H K Yao
Student ID: 1916224
Module Name: Understanding and Engaging in the Customer Experience
Module Code: BMSW5103
Lecturer: Zee Zook
                                                                                        















· Table of Contents
· Cover page                                                                          1-2
·  Introduction                                                                Page 3
·  Chosen Organisation                                                  Page 4
· TheImpact of Covid at workplace                             Page 5
· Customer relationship management                       Page 6 
· Conclusion                                                                     Page 7
· References                                                                    Page 8



















Introduction                                                    This assignment consists of writing an individual report on “how do organisational beliefs, attitudes, and value systems affect workplace behaviour? Also, how will tailoring workplace changes for the post-COVID mindset tackle the challenges we face now, and create more resilient businesses in the future? 
    [image: ]    
Background 
Established in 2010 Smartsec Solutions specialise in providing tailored security packages for customers. Clients who demand the highest level of service rely on us to manage every operational aspect in their prestigious building from strategy and planning to personal assistance.
This security company I am working for is a leader in the security industry, employing over 300 corporate security officers’ receptionists, building managers, and front of house concierge personnel. Head office in High Barnet North London.
Founders (Directors)
Doros Nicolau
Ahmad Faward
Smartsec is a centralized organisation and can be defined as a hierarchy decision making structure, where all decisions and processes are handled strictly at the top or executive level, policies are put in place to ensure the rest of the company follows he direction of the executives, I will say top to down bureaucratic commands (specialisation and division of labour, hierarchical authority structures, rules and regulations, technical competence, impersonality and personal indifference). The system used by Smartsec is the Max Weber's bureaucracy theory by encouraging staff to do long shift, the more you work, more money you make.
The negative effects of the pandemic Covid-19 on the security industry have been obvious, many projects have been postponed while social distancing restrictions made their completion difficult. In many cases, end user clients must move their business plans to a later date, which of course has a direct effect on security suppliers. Also are losing the ability to gather at trade shows and face-to-face, but technologies like zoom have helped to keep us connected despite more physical distance.
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