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Assignment Title: Workplace Culture and its impact on Organisational Development.





[bookmark: _Toc523314784]Executive Summary:
Organisational culture is a unique psychological and social environment of an organisation which is developed over a period of time based on the factors like – concealed beliefs, values, assumptions, and the style of interaction among the different individuals of the organisation. Hence, culture is nothing but the attitude of the organisation while dealing with the day to day activities. Culture also talks about the values, goals, vision, mission, norms, beliefs, habits, etc of the organisation. Culture of an organisation is not evolved as soon as the business is setup. It is developed slowly and gradually depending upon the type of tasks that the organisation is dealing with.
This study is undertaken to measure the organisational culture of Utilitywarehouse, London. This also elaborates on the impact of the culture on the performance of the business with the help of factual studies and academic models. The main objective of this module is to elaborate on the measurements, concepts and various other factors which are linked to the organisational culture and performance. After a deep literature analysis, it can be clearly concluded that the organisational culture has a great impact on the different business process, employee performances and business growth. Different dimensions of culture are also evaluated.
Research helps to understand that if an organisation is equipped with employees who have the similar level of culture and behaviour just like their organisation, then in such cases, the business is bound to reach the set goals efficiently. Managers of the organisation are always the main drivers of culture in the business environment; hence, efficient managers with strong skills would always maintain a culture effective for the growth of business.
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1) [bookmark: _Toc523314785]Introduction:
Development of an organisation can be accessed and identified by the factors that contribute towards the effectiveness of the business. Commitment from the employees towards their day to day activities is the major factor that the managers and the leaders of the organisation are always looking for (Miroshnik, 2013). Hence, building and environment which would motivate the employees to work towards the objectives and goals of the organisation leads to the development of business culture. This study is about the organisational culture of Utilitywarehouse, London as well as the impact of the organisational culture on the different processes that exist in the business of Utilitywarehouse.
Utilitywarehouse is a multi-utility provider in London. The parent company of Utilitywarehouse is Telecom Plus which is one of the most well-known multi-suppliers in the United Kingdom. The main business of Utilitywarehouse is the supply of landline telephony, mobile telephony, broadband gas, and electricity in London. It operates separately from Telecom Plus and has a wide range of 500,000 customers across London with more than 40,000 independent distributors (HIRED, 2018).
In 2013 Utilitywarehouse regained two subsidiaries of Telecom Plus for £218 million and became one the largest independent energy suppliers in the UK. The main vision of the business is to emphasise on – simplicity, service and savings (Energy Advice Line - Compare Business Gas and Business Electricity Prices, 2017).
As the business of Utilitywarehouse deals with many subdivisions (energy, mobile and phone & broadband), and the business is widespread across many customers, the culture of the business is expected to be favourable towards handling such a huge business effectively. A detailed study about the existing culture and context of Utilitywarehouse is evaluated in the below module. PESTLE analysis of this organisation is undertaken to evaluate on the broader environment of the business. The culture and ethical behaviour prevailing in the businesses today is also explained in the below module.

2) [bookmark: _Toc523314786]Analysis of the culture and context of Utilitywarehouse:
Culture: Culture can be defined as the arrangement of various factors and attributes that differentiate an organisations and firms from each other. Hofstede says that, culture is a collective thinking of different individuals of a group that differentiate them from other groups. The other definition for culture is the set of various behaviours and values that are considered towards the success of the business (Becker Professional Education, 2017).
Organisational Culture: Organisational cultures are based on cognitive systems which explain the thinking and decision making capability of the organisation individually.  It’s also debated that organisational culture is based on various assumptions, values, beliefs, etc that determine the various procedures used by the organisation for conducting its business. Organisational culture is also called as ‘normative glue’ which means an element which holds the diverse process of the organisation together (Scott et al., 2018).
[bookmark: _Toc523314787]2.1 Types of Organisational Culture:
Every organisation has its own and unique style of culture. The types of culture are explained as below (Becker Professional Education, 2017);
Clan Culture: This type of culture is highly influenced by morals, friendship attitudes, respect and family like environment. The management of such organisations are looked upon as father figures or mentors. The main aim of the business works on the ethics of constant Human Resource Development. Success is all about caring for the employees, consumers and serving towards the client satisfaction.
Adhocracy Culture: Muenjohn et al., (2018) says that, this culture has a risk taking attitude. It is said to be the most dynamic and creative environment of working. The bonding material of the organisation is the experiments and innovations that the business is basically always involved into. Creation and introduction of new products and processes on timely basis is considered to be the success generating factor of the organisation. Freedom and self initiatives are promoted by the organisations that follow Adhocracy Culture.
Market Culture: This culture is completed based on results. It emphasises on getting things done and finishing all the work with perfection. The attitude of competitiveness and goal focus prevails among the employees of such organisations. The leaders of such organisations play many roles at the same time like – producers, drivers and even rivals. The leaders are driven by high expectations and tough decisions. Maintenance of reputation is the most important goal of such organisation. Competition and surviving the competition is the major aim of such organisations (Muenjohn et al., 2018). In order to survive the competition the business majorly focuses on market penetration and stock maintenance.
Hierarchy Culture: This is a formal and systematic work structured environment. Procedures and targets are set by the leaders of the business and the leaders determine the efficiency of the employees. The smooth functioning of the business activities is possible because of the formal rules and policies led by the leaders. Efficient and smooth functioning of task along with stability and results is the main aim of the business. The success of such businesses is completely depended on the low costs, smooth planning, and trustful delivery (Muenjohn et al., 2018).
As far as Utilitywarehouse is concerned, the business of this organisation is completely dependent on performance. As this business deals with many subdivided processes like – energy, broadband, mobile and phone etc, the smooth functioning of all the activities of the business needs a hierarchy culture for smooth functioning. Mobile and broadband industries is loaded with lots of competition in the market, hence, the goal achieving approach, and the competition sustaining attitude of the leaders and employees of the business help them to be the most efficient and effective service providers.








Elements required for High Performance in an organisation

Figure 1: Source: (Sharma et al., 2018)
[bookmark: _Toc523314788]2.2 Assessing the culture and context of Utilitywarehouse:
According to Schein, the culture of an organisation can be examined in three different levels. These three levels of the organisational culture are as below (Becker Professional Education, 2017);
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Figure 2: Source: (Becker Professional Education, 2017)
The first level (artefacts) consists of the business processes and other activities which are easily visible to the outsiders.  This may include the dress codes, the general cleanliness at the workplace, the regular work culture, etc all contribute towards the artefacts of the business. The working atmosphere at Utilitywarehouse is relatively appreciable and effective (HIRED, 2018). 
The second level of the business culture model (espoused values) talks about the strategies, goals and philosophies that the business uses to carry out its daily work activities. These include the operations of the business which are driven by the deepest level of culture that the business has in existence. The business of Utilitywarehouse is highly driven by the growth and development approach. The business drives on high commitments, best customer service, improved services, good purchasing options to the customers, and many more. Hence, the espoused values of the business show that the culture of Utilitywarehouse is highly influenced by the philosophies, goals and strategies of the business.
The third level talks about the underlying assumptions of the business. These are the taken-for granted beliefs, perceptions, feelings, thoughts, etc that the business has cultivated over a period of time and that underlies deep inside the organisational culture.
The smooth and easy functioning of all the different departments, processes and sections of the huge business of Utilitywarehouse is very difficult in the absence of a culture that motivates the employees and participants of the business to work towards the business profitability. Though the business has fewer rivals in the market, still the limited ones cannot be taken for granted. It’s very easy for customers to get diverted to other service providers if they get good services than Utilitywarehouse. Hence, this business needs to be very particular about carrying on the business activities towards customer satisfaction as well as coming up plans that would be impressive and competitive enough to sustain the increasing competition.
[bookmark: _Toc523314789]2.3 Establishing a culture of sustainability within the workplace of Utilitywarehouse:
Work culture is the most important factor that determines the performance of all the employees and management of the organisation. The below factors can help the business of Utilitywarehouse to initiate a culture of sustainability within the workplace (Vanderbloemen, 2018);
Initiating awareness: Building the awareness of strategies, plans, culture, and commitments of the business on timely basis would help in increasing the motivation factor among the employees of the organisation. The challenges and the goals should be clearly communicated as well as providing correct directions to the employees to achieve the set challenges and goals should be mentored by the management of the organisation. The strengths that are required to help the business achieve its vision can be generated by imposing awareness among employees. 
Culture measurement: Measuring the existing culture and engaging the employees in understanding the results of the business is very essential. Measuring the culture of the business can be done by engaging the employees in surveys, meetings, collaboration, and so on. A research based-tool can help the management of the organisation to access the cultural aspects of the rivals and make necessary changes to the current business activities as and when required.
Feedback and prioritisation: Regular feedback of all the business activities to the employees as well as providing them feedback about their performances would help the business in creating sustainable culture in the organisation. The prioritisation of work is essential for the business of Utilitywarehouse as this organisation is indulged in many activities and has many processes to be handled at the same time. The key to sustainable business culture is prioritisation of work. Keeping everyone engaged towards the business activities is essential for the business growth and development which is possible when appropriate feedback is provided to the employees as well as the prioritisation of the business activities is done on timely basis.
Progress measurement: Measuring the performance of the business on timely basis is very essential. This would help the management to evaluate the performance of the employees of the business. The measurement of business would help in taking qualitative decisions which would help the business to take the business activities towards correct direction of growth and prosperity.




Profile of an organisational culture

Figure 3: Source: (Whitehurst, 2015)
[bookmark: _Toc523314790]2.4 Personal ethical standards, values and beliefs of Utilitywarehouse:
Personal ethical standards: Personal standards help in articulating the values of the individual in order to come up with clear, responsible, rational, and consistent decisions for the business development. These are the basic values and principles prevailing in an individual that helps him to interact and behave actively as per the culture of the business with other fellow employees. Developing the personal attributes among the employees is the major task of the management of the organisation. No employee enters the business with the culture that is required for the business (CFA Institute, 2017). The personal ethics as well as the business standards when combined together help the employees to work towards business development.
Values: Values of Utilitywarehouse are highly customer oriented. Offering services to customers with value for price plans, quality services and high standard customer services is the aim of this business. Commitment and focus are the main values that the business drives on. Developing values among the employees with regards to sound workplace environment, career growth, appreciations, proper work hours, etc would help the business to cultivate the value among the employees to work towards the business attributes (CFA Institute, 2017).
Beliefs: Beliefs are the unconscious thoughts, taken for granted facts, etc that prevail and seem to be obvious for the business in any given condition. In case of Utilitywarehouse, the belief of being a monopoly in the market and less threat to competition can make the business overconfident about its profitability. The beliefs come from the experiences, the personal background culture and many other factors that are related to the personal behaviour of an individual (CFA Institute, 2017). Beliefs in case of organisation are nothing but the personal beliefs of the leaders of the business which are passed on to the other employees by them in the form of training, brainstorming, and other activities. Hence, it’s essential that the leaders have positive and optimistic beliefs about the business and its development so that positive beliefs are passed on to the lower level employees and departments.










3) [bookmark: _Toc523314791]Evaluation of the internal and external environments of Utilitywarehouse:
[bookmark: _Toc523314792]3.1 PEST analysis of Utilitywarehouse:
Mobile devices, internet and data are all the biggest factors that play in the utility business like Utilitywarehouse. In addition to this, the as Utilitywarehouse also deals with energy supply, the business has to withstand a huge competition from the rivals in the same business. Internal and external environment of the business is affected by many factors which can be evaluated with the help of a PEST analysis of Utilitywarehouse as below (Perera, 2017);
Political factors: As far as the telecom and data section of Utilitywarehouse is concerned, it is always influenced by the regulations and restrictions imposed by the government of UK. The constant debate between the customers and the government regarding considering internet as basic human right hampers the business to a huge extent. The political fight between the government, customers as well as the service providers can hamper the working capability of the business. On the other hand, with regards to the energy utility services provided by Utilitywarehouse, the governments support towards digitalisation of industries, emphasis towards the usage of renewable energy, support from government towards the intellectual property protection all prove to enhance the business opportunity for Utilitywarehouse.
Economical factors: The telecommunication industry is influenced by the inflation, interest rates and taxes which changes on timely basis. The expenses that are incurred by the business towards building towers and resources are added up in the charges of the plans offered by these businesses. Growth of business is highly influenced by the technological advancements. The impact of the businesses like Utilitywarehouse on the economy is that it facilitates the availability of everything for everyone 24/7. The energy service providing of the business is impacted with the economic growth, the increasing amount of disposable incomes, high exposure to global trades, and etc form to economical opportunities for Utilitywarehouse.
Social factors: The high increase in the technological approach of the customers is increasing the business opportunity for the businesses. Though the telecom and internet business plays a monopoly in the market, still the different plans and offers offered can always make customers easily divert towards the rivals. Hence, the competition prevailing among handful of rivals can impact the business to a huge extent. In case of the energy supply services provided by the business, the changing attitudes of the customers can impact the business functionality to a huge extent. This change in the customer attitudes can be due to – increasing popularity of the green lifestyle among consumers, increasing adoption of mobile technologies and payments of utility bills over phones, support of customers towards the government initiatives of renewable energy usage. All these social factors can impact the business activities of Utilitywarehouse.
Technological factors: The business of Utilitywarehouse is completely dependent on the booming development of technology in today’s era. Usage of internet and mobile phones as well as broadband is on their peak. It’s essential for Utilitywarehouse to be in pace with the growing technical aspects and always come up with the new techniques in order to keep the consumers to their side. Consumers have various options available in the market; hence, providing services which provide complete value for money is essential for the business. Technology is impossible to exist without the supply of adequate amount of energy; hence the technological influence on the business of energy supply is high for Utilitywarehouse.











World Statistics on the usage of telecom
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Figure 4: Source: (National Academies of Sciences, Engineering, and Medicine, Division on Engineering and Physical Sciences, Computer Science and Telecommunications Board, Committee on Telecommunications Research and Engineering at the Department of Commerce's Boulder Labor, 2015)



[bookmark: _Toc523314793]3.2 SWOT analysis of Utilitywarehouse:
The strengths, weaknesses, opportunities and threats of the business are demonstrated as below (mbaskool.com, 2018);
	Strengths:
· The huge customer backup of 50,000.
· 40,000 independent distributors to help business growth.
· Strong and efficient sales team.
· This business is the primary revenue generating outlet for Telecom Plus.
· Utilitywarehouse is one of the largest independent energy suppliers in the UK which handles around 500,000 customers efficiently and effectively.
· Has a wide range of services to offer – Broadband, gas, electricity, landline telephony, mobile telephony.
	Opportunities:
· Strong growth potential as well as high scope of expanding market.
· High increase in the profits rates due to the online purchase opportunities available to consumers.
· The rise in the income levels of the customers is increasing their purchase power.
· Less competition due to monopoly in the services provided.



	Weaknesses:
· No scope of entering in the international market.
· Utilitywarehouse could not establish in the emerging economies of UK.

	Threats:
· The threat of competition from rivals and decrease in the profitability always prevails.
· The ever changing government regulations also hamper the business activities.
· The issues of credibility always prevail in the business.
· Slow economy also hampers the business growth.




4) [bookmark: _Toc523314794]Cultural and ethical behaviour present in organisations:
[bookmark: _Toc523314795]4.1 Formal and informal relation between the various departments of the organisation:

Formal Relation: An organisation where formal relation prevails between different departments of the business has a well-designed structural and hierarchical business culture. Pre-defined programmes, plans, policies and procedures help the management of the organisation to carry on the business activities smoothly in spite of various business departments and sections. Decision making is comparatively easy for the management as they are based on the predetermined policies. As name suggests, this business is structure with formal rules and regulations, communication channels, responsibilities, authorities, etc. Formal relations bind the employees, management and other divisions of the business together in a statutory bond which cannot be breached or disrespected (Vallabhaneni, 2018). Formal relations are bound to be very practical and highly business and profit oriented.
Informal Relation: Though the formal relations exist in all the departments and sections of the business, informal relation also exists in the business. The social and personal needs among the employees of the organisation arises the need of informal relations. Hence, informal relations result into unplanned, unofficial, and friendly interactions among people who are tied into a formal relation. Informal relation has nothing to do with the principles set by the business; such relation develops among individuals with same interests and preferences (Vallabhaneni, 2018).






Features of formal and informal relation (Gandhi, 2018):
	Formal
	Informal

	· This is a deliberately created structure.
· This is completely job oriented.
· Work division is done in the formal relation.
· Authority is formal and statutory.
· Delegation, coordination, and organising of work allocation are done in formal relation.
	· The structure, existence and development of informal relation in business are completely unplanned.
· This helps in the fulfilment of social needs in the corporate world.
· This is not based on any formal or standardised structure.
· The leaders behave informally and informal communications are established without any rules and regulations.



As stated above, Utilitywarehouse also works with an appropriate mixture of the formal as well as informal relations in the business. Having huge customer approach as well as many distributors across the region, it’s essential for the business to maintain a proper balance between the formal and informal relations that prevail within the organisation. Too much of formal imposition might frustrate the employees which would indirectly hamper their productivity, on the other hand, too much of friendly relation can ruin the actual purpose of the business setup. A culture which is a perfect blend of formal as well as informal relations, as well as the awareness among the employees and the leaders about which time is suitable to demonstrate the correct relation is very essential for smooth business functioning.
[bookmark: _Toc523314796]4.2 Barriers to effective functioning in the organisation and ways to overcome them:
The barriers to the smooth functioning of business culture along with its solutions are as below (Harnish, 2014)
1) Differing goals and priorities: Though the goals and priorities of the organisation as a whole should be one and the same, still, technically as the team and subdivisions are formed to handle different tasks of the business, the goals and priorities change as per the tasks undertaken. This conflicting difference in the set goals and priorities can sometimes end up in activities which can hamper the productivity and deadline of the business deliverance. In addition to this, the improvements factors in a particular process that can benefit other departments are also overseen.
Solution: Initiating cross trainings among the employees would help in reducing the confusions regarding the work patterns among different departments. This would help the employees to understand the criticality of quality work at their end. Knowing other business processes would enhance the knowledge of the employees as well as motivate them to work towards the business goal as a whole rather than their own particular process. Cross training or indulging employees in cross functioning would clear their technical aspects of the business functionality and enhance their experience as well as confidence.
2) Communication gap: For a big business like Utilitywarehouse, as the business is widespread among different distributors, official departments and sections, communication gap among these departments is a common problem which leads to inappropriate functioning of the business. Proper flow of communication from the management to all the departments of the business is very essential to make sure that the business activities are standard and uniform across all the departments. However, maintaining minimum communication gap is a very difficult task. A small mistake or misplace of information at any point of the hierarchy can lead to unavoidable business losses.
Solution: Establishing a common mode of communication between the management and the employees is beneficial. Emails are the most prominently used communication tool where a single email sent by the manager would reach all employees of the organisation. Apart from this clear instructions about the work and nature of work should be given by the middle level management to the employees. In addition to this the management should always be available for the employees in case of any problems or issues faced in the work environment.
3) Lack of trust: Building trust is not a simple task. The attitude that prevails among some individual about getting things done by own self is better than getting them done by others, can be one the biggest problem that leads to lack of trust in the business environment. In a collaborative environment lack of trust can hamper the quality of work demonstrated. The main reasons for lack of trust among various departments and individuals are – past failures, fewer incentives, negative attitudes, lack of transparency and so on. It’s very difficult for businesses to develop and increase the quality of their work if trust among various departments is absent.
Solution: Indulging the team members into some collaborative activities can cultivate trust between themselves. Providing chance to employees to prove themselves and also helping them in winning the collective sessions would help them in increasing their confidence level and working towards the progress of their process and the business as a whole. Initiating SLA’s (Service Level Agreements) would also build confidence among the employees thus motivating them to work efficiently in their daily tasks.
4)  Different technologies: Different departments of the organisation use different technologies in order to carry out their day to day activities. The sales team might use a CRM to track the daily business activities; on the other hand the customer service team might be using software designed according to the business needs, and so on. This difference in the use of technology hinders the cross functional activities of the business. Hence, though the business might be using several technological applications, still the uniformity of work among all the departments of the organisation may be lacking.
Solution: Using standardised technology is essential to eliminate this barrier towards sound business culture in the organisation. This improved technology should be implemented across all the processes of the business and made accessible to each and every employee of the organisation. Business needs to constantly engage itself in bringing technical upgrades and changes in the business activities over a period of time. This would help it to remain in pace with the emerging technological as aspect as well as the also make it strong enough to handle the ever increasing competition in the market.
The above mentioned barriers and solutions would definitely help Utilitywarehouse to divert its functions in the correct direction and earn huge consumer approach.

5) [bookmark: _Toc523314797]Conclusion:
From the above study it is clear that no matter what the size or quantity of the business is, the organisational culture that develops within the business environment plays a very important role towards the progress of the business. This culture impacts the behaviour and attitudes of the employees, clients and even customers of the business. Various organisations have various culture and attitude towards work. Adopting a culture which would help it to achieve the set goals and missions is very essential. Culture development is a never ending process for a business. The culture as well as the behaviour of the business should always be up-to-date as per the current trends in the competitive market.
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Tables:
1)
	Strengths:
· The huge customer backup of 50,000.
· 40,000 independent distributors to help business growth.
· Strong and efficient sales team.
· This business is the primary revenue generating outlet for Telecom Plus.
· Utilitywarehouse is one of the largest independent energy suppliers in the UK which handles around 500,000 customers efficiently and effectively.
· Has a wide range of services to offer – Broadband, gas, electricity, landline telephony, mobile telephony.
	Opportunities:
· Strong growth potential as well as high scope of expanding market.
· High increase in the profits rates due to the online purchase opportunities available to consumers.
· The rise in the income levels of the customers is increasing their purchase power.
· Less competition due to monopoly in the services provided.



	Weaknesses:
· No scope of entering in the international market.
· Utilitywarehouse could not establish in the emerging economies of UK.

	Threats:
· The threat of competition from rivals and decrease in the profitability always prevails.
· The ever changing government regulations also hamper the business activities.
· The issues of credibility always prevail in the business.
· Slow economy also hampers the business growth.



2) 
	Formal
	Informal

	· This is a deliberately created structure.
· This is completely job oriented.
· Work division is done in the formal relation.
· Authority is formal and statutory.
· Delegation, coordination, and organising of work allocation are done in formal relation.
	· The structure, existence and development of informal relation in business are completely unplanned.
· This helps in the fulfilment of social needs in the corporate world.
· This is not based on any formal or standardised structure.
· The leaders behave informally and informal communications are established without any rules and regulations.
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