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[bookmark: _Toc38474059]Introduction	
Organizational culture is the hidden veil that creates the bond among the employees and creates a unique atmosphere for the organization (Ashkanasy et al., 2000). Cultural values are reflected in the morals, customs and established practices. It is a good measure to control the internal environment of the organization and minimize the threats from external forces. It contains the code of conduct, the way employees interact with each other, and certain expectations from them within the workplace. In other words, organizational culture is the norms and values that set the bar between right and wrong in the workplace (Alvesson, 2012). 
The ethical standard, values and beliefs of the employees also plays an important role for providing the creating an excellent customer experience (Huczynski and Buchanan, 2013). This can be achieved with establishing the organizational culture that incorporates the company’s value and encourage the right ethical practices and fair treatment to all the stakeholders of the company. There are many instances where customers are loyal to the company due to the organization’s culture that gives the customers highest satisfaction consistently. In the extensive competitive environment, companies that are unable to capture the hearts of the customers and keep the employees happy cannot survive in the long run.
The aim of the report is to explain the connection link between organizational cultures to the overall increase in the efficiency of the employees. Also, to explore other factors that is related to the organizational culture. Also, look into the personal ethical standards, corporate social and environmental responsibility, and barriers to the effective function of the chosen company.


[bookmark: _Toc38474060]Company overview
Homeserve Plc. was established in 1993 as a home assistant service provider with a wide range of services such as electrics, heating, plumbing, drainage, etc. to customers in the United Kingdom. The company employs over 3000 individuals and other Homeserve approved engineers who cater to the individual needs of the customers. It has been successful by understanding the consumer behaviour and designing services to help the customers and the communities. The organizational culture has been well recognized and awarded for customer satisfaction and efficiency at delivering the services. The leadership and organizational culture have been adapted, which puts the customers at the heart of the operation, giving the most priority and perform the best actions with relentless innovation and professionalism. It has developed a workforce that is motivated and encouraged to be responsible and take action to improve the lives of the customers. Homeserve's business model is looking at the services offered as social work that contributes towards making positive changes in the community. The employees are skilled and knowledgeable about their profession and are able to support local communities with their valuable contributions.


[bookmark: _Toc38474061]Impact of external forces on the organisation 
An organization has the ability and power to control the internal environment by establishing the culture and executing policies and penalties that the employees have to follow (Browaeys et al., 2011). However, it does not have the control over the external forces and can be affected the organization's operations. To overcome the external forces, there are PESTLE and SWOT analysis model that are instrumental at identifying and assessing the external forces to minimize the impact by formulating strategies (Smith, 2003). SWOT is short for the strength and weaknesses of the organization and the external opportunities and threats that are present in the market, whereas PESTLE stands for political, economic, social, technological, legal, and environmental forces (Kennerley et al., 2003). 
[bookmark: _Toc38474062]SWOT Analysis of Homeserve Plc. 
SWOT analysis aids a company to identify to focus on the 5M being Manpower, material, machine, method and money. Analysis of the 5M aids a company to conduct SWOT.
Strength: 
· Homeserve has widely distributed outlets around the United Kingdom which makes the distribution channel very strong and the biggest strength.
· The company has secured a strong financial position by the profit from the operations in consecutive years.
· It has maintained a low cost structure by keeping delivering the services at fair prices and keeping the cost of production low.
· Homeserve maintains a very good relationship with the suppliers and dealers who provide the supplies for the services. This enables the company to enjoy special prices, which increases the overall profitability.
· Homeserve has a well-trained and developed human resource upon which the company has invested extensively.
· The company knows how to reach the target customers, which is why they have a huge presence on social media to engage with customers and to maintain a response time short. This way, the company has enjoyed high customer engagement and maintains a low-cost structure as well.
Weakness
· Homeserve maintains high inventory levels, which adds to the cost of the organization.
· When compared to the industry average, research, and development for innovating new methods for cost-effective service delivery is inadequate for the company.
· Analyzing the financial statements clearly shows the current ration of Homestead is low which can create liquidity problems in future.
· Homestead strategically rents their property rather than purchasing. So it adds up to the operational costs for paying the rents
· The company lacks integration that has failed mergers and acquisitions, resulting in huge losses in those endeavors.
· Due to many factors, the company has a low rate of employee turnover. This increases the cost for training and development of new employees
· Due to the centralized leadership structure, the teams do not have the flexibility to make decisions and have to be approved by the officials, which makes the operations inefficient.
· The performance appraisal of the workforce is not well structured which is why the promotions and reward package is not well enjoyed by the employees.
Opportunities
· Homeserve can lower the operating cost by automating the processes with technological implementations.
· The company can use more marketing communication tools to reach to the larger base of customers and not depend on only the social media marketing.
· Homeserve can capture the recent trends of environmentally friendly customers with operations using the products in the services that do not harm the environment.
· There is a huge market for maintaining governmental structures. Homeserve can make arrangements with the government to provide services in the government-owned structures and buildings.
Threats
· Competitors of Homeserve have had better research and development, which has resulted in technological innovations that give them a competitive advantage.
· In recent years, the barriers to new entrants have been lowered, and new competitors have entered the market.
· The Brexit decision has had an impact on the company's operations due to fluctuating exchange rates.
· There are many substitute products that the customers can buy, which eliminates the services offered by Homeserve.
[bookmark: _Toc38474063]PesTLE analysis of Homeserve plc.
Political: The stability and changes in the political situation of the country can have adverse effects on the organizations (Worthington et al., 2018). The recent Brexit decision has had adverse effects on Homeserve. The company has operations in many of the EU member countries that need to be re-evaluated due to the decision.
Economic:  The influx in the exchange rates of the currency may increase the operational costs of Homeserve. The recent recession due to the COVID-19 pandemic will decrease the purchasing power of the customers. The government's decision to lower tax rates can help the company to recover the current situation.
Social: The economic downturn following the recession will make the customers seek for substitute products to eliminate costs of seeking the services of Homeserve. These changes in consumer behaviour takes on rapidly which Homeserve has to identify with extensive market research for long term sustainability in the market.
Technological: The advancements in innovations are delivering new products and services in the market to capture the market share by the competitors of Homeserve. Although Homeserve has a research and development department, but they are not inadequate when compared to the competitors. Technological innovations can give competitive advantage and leverage for reducing costs and delivering the services at increased value (Blair and Hitchcock, 2001).
Legal: The regulations and policies by the government and other regulating bodies can have an impact on the operations of organizations (Cherunilam, 2010). In the UK, the regulations have been lowered in the industry in which Homeserve is operating. The legal factors can provide leverage or hinder the operations. For example maintaining the standard of the home increases the business of Homeserve, however, imposing additional tax for professional services can decrease the profitability of the company.
Environmental: Customers have become more aware of the environment and health risks, which have been putting pressure on the Homeserve to use products in the services that do not harm the health and environment and reduce carbon emission in the overall operations. This means using products that are passes environmental friendly standards which are usually costly than regular products. Also, the company has to take certification from the regulated bodies for passing the tests for environmental and health safety.
[bookmark: _Toc38474064]Formal and informal relationships between departments and people
In every organization, there is a formal relationship structure of authority that is responsible for setting the policies, rules, and regulations to provide strategic directions and set the procedures of conducting the operation of the business (Handy,1993). The formal authority provides the leadership to run the organizations and make crucial decisions regarding the setting of strategic objectives and targets that the employees have to accomplish. The benefit of a formal relationship among the departments and employees is that it creates a structure for communication and coordination for dividing the work among the best capable teams and employees and achieves the goals and objectives effectively. Also, it disables the possibility to overlap the activities and avoid conflict in the workplace by clearly defining the roles of each department and objectives that each has to accomplish. 
Homeserve follows the classical theory of formal organization for operating the business. The company has a centralized authority organizational structure that means the employees and teams have to follow the instructions and direction of the hierarchy. This hierarchy of the organization has sometimes made the operation inefficient because the employees have to take approval of the higher management for approving certain actions during delivering the services. The classical theory puts emphasis on the organization than the employees. This has resulted to Homeserve a low retention rate of employee rate and leaving jobs frequently.
Informal relationships exist among the formal relationships in the organization (Rogoff, 2003). Homeserve being a large company has over 3000 employees. They form personal bonds with each other and help establish the organizational culture within the workplace. These informal relationships among the workforce are not planned and unofficial within the formal structure of the workplace. They are formed when mutual interests and beliefs are present within the employees (Prince et al., 2011). The benefits of informal relationships are that it makes communication effective, promotes creativity, gives social satisfaction, and promotes cultural values and social intricacy. Informal relationships are mostly present within the departments where employees have to spend time with each other more often and make communication. Homeserve has informal relationships present within the organization that has no specific structure.
[bookmark: _Toc38474065]Establishing a culture of sustainability within the workplace.
Organizational culture also consists of Norm, Values, Symbol, practices fostered by the company. There are four types of organizational culture- Bureaucratic, competitive, community and entrepreneurial. Bureaucratic culture is governed by formal rules and standard operating practices; clan or community culture is shaped by common tradition, loyalty, personal commitment, and self-management. A market culture or competitive has the focus on sales growth, profitability and market share where the goal is achieving measurable and demanding goals, whereas entrepreneurial culture is characterized by high levels of risk taking and creativity. 
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Source: (Geisler, 2005)
Every organization has to establish a distinct culture that incorporates the essentials and values that the company strives to be most (Cork, 2011). Organizational culture has been the most crucial factor for the organization that includes the vision, mission, values, norms, symbols, habits, and assumptions that are expressed within the workplace and also interactions with the external stakeholders of the company (Clement, 1994). To simply explain the organizational culture, it is how the work of the business is conducted by the employees and their behaviors. As culture is learned and shaped by group of people, establishing the organizational culture is mostly carried out by the top management who sets how the rules, regulations and code of conduct in the workplace and how they will interact with the customers and other stakeholders. Culture helps the organization to sustain and compete by being unique and stand apart from the cluster of competitors. It also helps the customers to identify and choose the organization that serves those best. Loyal customers are converted with the help of organizational culture. 
To understand the organizational culture, Hofstede's five cultural dimensions are instrumental for identifying and analyzing an organization's culture (Bergiel and Bergiel, 2012).  
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Source: (Bergiel, 2012)
Home serve Plc. cultural dimensions have been discussed below:
1. Power Distance: There exists a gap of unequal power distribution in institutions and organizations. Homeserve has a centralized organizational hierarchy, which means that the power distance is high. Employees do not have the power to make decisions and depend on the superiors and mangers to give directions. There is inequality, and employees are not provided with enough benefits and incentives. Homeserve does not even bother to measure the performance of the employees and just focus on getting the job done. Therefore, it can be said the company maintains a High-power distance.
2. Collectivist/Individualistic: A collectivist culture comprises of a tight social frame work where people expect others to protect and look after them. An individualistic culture prefers people to act as individuals rather than member of the groups. Homeserve's culture is comprised of the collectivist approach as the focus is on belonging to the organization and putting the customers at the heart of the organization. The employees are seen as one social group, and all the formal relationships are maintained with a collectivist approach.
3. Masculine/Feminine: By carefully analyzing the organizational culture of Homeserve, it seems to have a masculine dimension where the managers are decisive and assertive, and the organization puts more emphasis on competition and efficient performance. Besides in the management of the company there are more men than women which is an indication that men are more prioritized in the management.
4. Low/High uncertainty avoidance dimension: Homeserve has a tendency of High uncertainty avoidance dimension present in the organizational culture. The employees are encouraged to talk openly and freely with the customers while engaging with them. There are formal rules and regulations that everybody has to comply with and are expected to do the right thing while taking care of the customers.
5. Short-term orientation versus Long-term orientation:  A long term orientation culture emphasize on the future and persistence. Whereas, short time orientation culture emphasize on the past and present; and respect the tradition by full filling social obligations. Homeserve is long term oriented company where the employees are expected to be accountable for their roles and develop a good connection with the customers to make them loyal. The company is always ready to improve the operations and grow the market position through research and development and provide the opportunity to the employees to train and develop their skills and competencies.
Therefore, it can be said that the organizational culture of an organization is really important to get the commitment of the employees and attract customers with exceptional customer service and delight them every time. Also, the organizational culture ensures the employees are disciplined and interact in a particular way that portrays the reputation and image of the company.
[bookmark: _Toc38474066]Corporate social and environmental responsibility.
Modern corporations that have extensive reach within the community have to be socially and environmentally responsible for creating a sustainable environment (Bhattacharya et al., 2009). This is because focusing on making a profit and harming the environment, and social structure won't do the business last in the long term. This is why organizations have to take the responsibility to make positive changes socially and protect the environment from any harm. The activities incorporating the corporate social and environmental responsibilities ensure the sustainable development of the business and have a positive impact on society and communities. Homeserve's business model is approaching the business is looking at the services offered as social work that contributes towards making positive changes in the community. The services are geared towards home improvement that helps the customers maintain a quality of lifestyle in the communities. Also the prices are set to be affordable and employing from the local communities helps to create new jobs for the people in the communities. Homeserve is also in transition to use environmentally friendly products and making the operations emit lower carbon levels by implementing renewable energy in the supply and distribution chain of the products required to complete a service. The company has put high emphasis to respecting the environment and make positive changes to the local communities using the core skills to give back. It has aimed to make sustainable profits that do not create any negative impact socially and environmentally. Homeserve also helps the most vulnerable members of the community with their homes with no charge. Moreover, the company has partnerships with charitable organizations that help to identify areas that require the utmost contribution of Homeserve's expertise. The company also encourages employees to volunteer in charitable giving and their valuable skills to support the local communities.
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Source: (homeserve.com, 2019)
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Personal ethical standards are comprised of what a person considers good or bad, desirable or undesirable, judgments, and actions during fulfilling particular roles within the organization (Craft, 2013). It refers to the well-established standards of right and wrong in terms of rights, obligations, and benefits to society, fairness and specific values. Ethical behavior is important because it helps respect the dignity, diversity and protects the rights of individuals. Value is a judgmental element of what is right, good, or desirable (Clegg et al., 2007). It is a specific state of personally or socially preferable state of existence. There are two types of values – terminal values and instrumental values that comprises the personal values of an individual. Terminal values are those that an individual wants to achieve during her lifetime. Whereas, instrumental values are the preferable traits in achieving the goals (Tuulik, et al., 2016).
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Source: (Tuulik, et al., 2016).
Ethics is established through experiences and personal beliefs. Homeserve has established the organizational culture with core values embedded to encourage the employees to put the customer's needs first before self-interest. Employees who have good ethical standards are promoted and given proper recognition within the workplace. Homeserve has invested extensively in developing the skills and knowledge of the employees, which includes ethical lessons and practices to encourage them to demonstrate the right personal ethics while providing services and interacting with them. It's important to have alignment with organizational values and personal values. If there is a match, the employees are automatically motivated and perform better without any expecting benefits or recognition from the company. Also, the organizational culture has to consist the right ethical practices for the employees to follow and make a habit. Monitoring the employees and taking customer feedback can provide the insights on the ethical practices of the employees.
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Communication is the procedure by which persons or coteries try to exchange set of ideas, spirits, signs and senses through verbal, nonverbal and sign attributes. Communication channels are the lifeblood of any organization (O'Toole, 2012). With crucial knowledge and information regarding the operations, inventory, customer orders, reports, feedback, etc. needs to be shared among the company executives and employees. Establishing communication channels that are effective and cost-efficient is very important. The relationship among the employees can make the communication effective due to common share of interest and unofficial bonding. These personal relationships are instrumental for the employees to share information using the most effective channel within the organization. Without the integration between the employees, the most effective communication channel will not bring a positive outcome. The emergence of the Internet and social media has made companies use these as a suitable communication channel to share information internally and externally (Jablin and Putnam, 2001). Being efficient and wide reach, companies have been abandoning the traditional communication channels slowly.
Homeserve has established the organizational culture putting the customers at the heart of everything the company does. To understand the customers properly, the company prefers to interact with the customers directly and keep regular contact with them. Employees are empowered to interact with the customers freely and regularly to make strong bonds and deliver effortless customer experience. The company has a policy of customer first, which is arranging open meetings and discussions on queries and requests from the customers of different communities and establishes services that are customized to make positive changes in the communities. The attitude to be consistent at making the customer's lives easier is another aspect of the culture of Homeserve. The company's mantra is keeping the employees happy, and in return, they will take care of the customers and make the business successful. Homeserve's main communication channel for sharing information and building relationships is through social media and the Internet. The company has a very effective short response time for customer queries and orders. It also cuts the cost and makes the company remain the interactions with the customers. The employees are provided with everything they need to be satisfied with the job. Homeserve also has a special team called 'People Champions' who are chosen to promote the values of the company and ensure the communications with the customers are being positive and being able to build strong relationships. With embedding the organizational culture, the employees are able to communicate freely with each other and seek help regarding critical matters while serving the customers (Geisler, 2005). The company has also introduced a virtual learning platform for employees that are easily accessible to get knowledge on a wide range of topics that are necessary for providing the services offered to the customers.
[bookmark: _Toc38474069]Barriers to effective functioning in the organisation and ways to overcome them.
The first kind of communication barrier is language barrier because it creates complexity to communicate between people speaking different language. In modern organizations, there consists of a diverse workforce and customers that create certain barriers to effective functions in the business (McKenzie and Qazi, 1983). Then communication barrier occurs due to behavioral differences between employees of different cultures and backgrounds.  This is due to cultural differences and dissimilar beliefs. Also, the organizational structure of the company can create hostile stereotypes that create a barrier to communicate in the workplace (Brownell, 1987). 
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Source: (Could, 2009)
A centralized organizational structure of Homeserve creates barriers for effective operations. Teams have to take approval for many actions during the delivery of services. The barrier can arise due to language barriers as the without proper communication the business functions cannot be performed adequately. To function effectively, every individual employee has to be clearly stated of the roles and responsibilities within the organization and have the ability to communicate within the organization to channel the message regarding the certain important information. Also, the process has to be designed in such that there is no slack or waste of time and resources. Each process has to be integrated with the employees so that they can deploy the services within short time (Dumas, 2013). When employees are not empowered, the time to take approval from their superiors and get back to the customers can hamper the customer experience. Which is why, organizations have to identify each barrier and take actions to overcome them with due time and diligence.
For Homeserve has operations in a wide range of communities, there is a barrier to communicate with the multi-cultural and ethnic groups to provide the services. Also, people's stereotype belief that home improvement works can be done by themselves and do not require professional help to get them done creates a barrier for Homeserve as well. The company has overcome the barriers by understanding the customers within each communities and acting strategically to diminish the barriers that disable effective functioning. It started to employ from the local communities and deploying them to communicate and explain the importance of the services offered by Homeserve. It has invested into the people to grow and develop the functions to be effective and profitable for long term sustenance. The barrier of the centralized organizational structure can be overcome by encouraging leadership among the teams to make logical and justified decisions that they are accounted for. Empowering the employees to make their own decisions has to be permitted by the authority (Harmon, 2014). This is because the employees are the professionals at their job with adequate knowledge and skills.
[bookmark: _Toc38474070]Conclusion
Homeserve Plc. is a home improvement service provider based in UK. It has to depend on the performance of the employees to deliver and interact with the customers. The organizational culture is key to the success of the organization. The culture of Homeserve consists of being passionate towards supporting the local communities, doing the right thing and treating people fairly, empowering the employees to deliver effortless customer experience consistently, always keep on improving and work together and trust each other. The organizational culture keeps the customers at the heart of everything the company does and at the same time provides everything the employees need to do their job effectively and efficiently. Organizational culture is a biding force that contains the code of conduct and sets the ways employees interact internally and externally. It is a measure to control the internal forces of the organization. As there are a cluster of competitors in the market, organizational culture helps the business to be different and interact with the customers.
 Homeserve Plc. has been recognized and appreciated for its culture in the UK. Being aware of the external forces of the organization is very important. The SWOT and PESTLE analysis has been presented within the report to demonstrate the impact of external forces for Homeserve. Also, discussion on the formal and informal relationships has been made and how establishing culture ensures sustainability within the workplace. It is important for an organization's to engage incorporate social and environmental responsibility, and the reasons were also stated within the report. Homeserve has put great emphasis. By analyzing all the aspects, it has been evident that the organizational culture is always evolving with subtle changes in the external forces in the business environment.
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