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[bookmark: _Toc25596397][bookmark: _Toc37174195]Introduction 
Small-medium enterprises (SMEs) are categorised as microeconomic entities, where they are the combination of small-scale and medium scale businesses that play a vital role in fostering the growth of any country. SMEs are businesses with less than 250 employees and as per Rhodes (2018) UK had 5.7 million SMEs by the year 2018, which was over 96 percent of all the businesses. SMEs contribute to three-fifth of the employment and results in around half of the country’s turnover. The figure 1 below shows the share of businesses by size in 2018 which are as follows
[image: ]
Figure 1: Share of Businesses by Size, 2018
Source: Rhodes (2018)
The world has shifted to online and e-commerce businesses are booming with the passing of each day. Pharmaceutical goods are no exception and the rise of the internet has raised the response of online pharmacies. These are the businesses that sell medicines, with the inclusion of those which require a prescription, with the internet as a medium (Smith, 2019). One of the growing online pharmacies in the UK is the medium-sized Pharmcy2u. 
Pharmacy2u was founded by Daniel Lee and has shown immense growth in recent years. 2018 marked the year of 221% growth with 32,000 patients registering per month. The business has gained an additional investment of 40 million pounds, with the business being able to expand its operations and innovate in the differentiated market with its high-end technology (Schutte, 2018). One of the renowned online pharmacies in the UK, in line with National Health Services (NHS), where the patients can get their medicines delivered at their doorstep where the NHS prescription is managed by experienced in-house technology with technological advancement (Pharmacy2U, 2019). 
This report will look in-depth the case of Pharmacy2U as a medium-scaled organisation with the aspect of the organisational values, attitudes and beliefs formulated within the organisation and how it impacts the organisation both positively and negatively which forms the part of the critical thinking within the workforce of the organisation. Furthermore, the assignment will also focus on critically evaluating the policies related to sexual misconduct at the company. Additionally, the management theories will be enlightened and apply in the context of the organisation, with the report shedding light on numerous practices that are differentiated in the businesses with the researcher recommending few suggestions to the business after critically analysing the case. 

[bookmark: _Toc25595298][bookmark: _Toc25596398][bookmark: _Toc37174196]Case Study of Pharmacy2u
Pharmacy2U is an online UK pharmacy. It is one of the oldest and first UK pharmacies that were established in 1999. Pharmacy2U was established by Daniel Lee who was a pharmacist.  It was launched for the public in June 2000 (Pharmacy2U, 2019). The company is registered with NHS to manage repeat prescriptions for the patients. Pharmacy2U provides medicines to more than 100,000 patients dispatching more than 200,000 items a month (Anekwe, 2019). The underlying theme for Pharmacy2U was to provide people with comfort and provide them with medicines easily without waiting in queues. In addition, people don’t have to wait for medicine as they are always available in stock and are delivered easily. Further, they also provide people with reminder service so that they don’t miss out on their medicines. They have a team of expert doctors and pharmacists who are available to answer any concerns and queries of the patients. 
The company is well known for its values and customer service and is highly praised for it. The management of the company is highly competitive and keen to provide the public with quality services and products. It has been recognized by multiple national and international newspapers and has been awarded as one of Britain’s fastest-growing tech companies in Sunday Times (Sunday Times, 2019). The company has also been awarded a number of other awards as well which includes an award for the revolutionary pharmaceutical warehouse and dispensing system by the Logistics Award. 

[bookmark: _Toc25595299][bookmark: _Toc25596399][bookmark: _Toc37174197]Mission
The mission of Pharmacy2U is to improve the well-being and lives of the people by providing them with affordable, safe and high quality pharmacy services with easy access.
[bookmark: _Toc25595300][bookmark: _Toc25596400][bookmark: _Toc37174198]Values
	[bookmark: _Toc25595301][bookmark: _Toc25596401][bookmark: _Toc37174199]Customer Care
	To serve the demands and needs of the customers and to put the customers first in every aspect.

	[bookmark: _Toc25595302][bookmark: _Toc25596402][bookmark: _Toc37174200]Teamwork
	To provide high-quality services to the people by working with encouragement and respect in an effective team to pursue the goal of improving the lives of patients.

	[bookmark: _Toc25595303][bookmark: _Toc25596403][bookmark: _Toc37174201]Excellence
	To deliver service to the patients that is free from errors and of highest virtue and quality.

	[bookmark: _Toc25595304][bookmark: _Toc25596404][bookmark: _Toc37174202]Personal Accountability
	To take responsibility for the behaviors, obligations, and actions that are performed by the company. The company aspires to be reliable, honest, and diligent in every manner of the business.



[bookmark: _Toc25596405][bookmark: _Toc37174203]Attitudes, Beliefs, and Values
A belief is an idea that one considers as true. It derives from one own experiences, acceptance of social and cultural norms, and education and mentoring of individuals. What I find true comprises of what I believe. Values, however, are stable beliefs, that have become important to a person. They have become a part of our standards by which people live their lives. Values are determined by wealth, career success, family and happiness. Attitudes, however, is how we treat others and how we approach situations. There are many factors that cannot be internalized as beliefs or values but still can influence attitudes (Kumar, 2018). It is the combination of peer pressure, our own convenience, professionalism and respect towards others, as seen in figure 2 below: 
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Figure 2: Attitudes, Beliefs, and Values
Source: Kumar (2018)

[bookmark: _Toc25596406][bookmark: _Toc37174204]The Importance of Values in the Workplace
As quoted by Edward de Bono ‘Effectiveness without values is a tool without a purpose” (Lee, 2013). Organisational values determine the way the organisational management treats its workforce, and thus the work ethics and conducts are being shaped. A strong set of values in an organisation is based upon an organised and orderly approach that enables the organisation to build upon strong work ethic that could bring together its workforce and bind the attitudes of the workforce. Pharmacy2u revolves around different sets of core values that are an essential part of the system, which makes them a growing firm. There are set of positive values that shape the organisation, however in the case of Pharmacy2u, there are few negative values that have backlashed the organisation. 
Ethics and Integrity: Doing the right thing in an honest and responsible way is the prime value found in every organisation. The integrity of the organisation must be maintained throughout, however it went against Pharmacy2u when it was revealed in 2015 that the NHS approved pharmacy has been selling the personal data (names and addresses) of more than 21,000 customers due to which they were fined £130,000 by the government, which dented their reputation for a certain period (Green, 2015). 
Respect: Without the dedicated employees, the company is zero to nill in their performance. The committed employees and the way they treat the consumers form the backbone of the entire organisation. Pharmacy2u takes pride in their service team that has shown sheer dedication and the respect, which has formed the integral part of their organisation. The in-house team has helped the patients with their prescriptions and answering their queries. This has resulted in 32,000 patients registering per month, with the respect and attention the patients have received from the dedicated team (Pharmacy2U, 2019).
Innovation: The companies that focus on innovation and new ideas always tend to have a competitive edge over its competitors. Innovation is a real asset in modern-day technological advancement. Pharmacy2u has built upon the principles of innovation, not imitation. The technology-driven online pharmacy has built setting new trends. The art technology have led to handling 500,000 prescription items each month and in November 2018, won the best logistics Award in Newcomer category. It is due to its innovation-based value that the business is expanding to 7 million items each month (Pharmacy2U, 2019).
Drive: This value derives from the fact that the organisation has a thirst for constant improvement and never satisfied elements. Organisations consider this as their core principles in order to lay the dynamic platform for its employees to push them to break their limits and apply their creativity. It is the drive that is pushing the organisation to expand its operations to 7 million items each month (Pharmacy2U, 2019). It is planning to extend the services to New Medicine services along with just dispensing services with the prescription of NHS and Medicine user reviews where the patients can give feedback to the medicines and prescription based on a rating system for creating a constant improvement (Connelly, 2019).  

[bookmark: _Toc25596407][bookmark: _Toc37174205]The Importance of Attitude in Workplace
Attitude is a way of expressing oneself and forms the part of the behavior that forms the organisational culture. Attitude plays a significant role in the well-being of the organisation and shaping the morale of the workforce. A positive attitude creates an optimistic outlook of the workplaces, whereas the negative attitude demoralise the entire workplace. Pharmacy2u has certain attitudes that they have adopted resulting in positivity as well as adversity. 

[bookmark: _Toc37174206]Positivity of Attitude at the workplace
Competitiveness: the attitude that distinguishes the Pharmacy2u from other players in the market is the competitive attitude where they express themselves as a better player in the market. The website compares the performance of Pharmacy2U with other high street pharmacy in terms of fee per item, dispensable items delivered and additional services (Pharmacy2U, 2019). 
Confidence: the main driving force behind Pharmacy2U is the confidence they possess in themselves when they describe their services as “Amazon for repeat prescription method” which shows their progressive attitude and confidence they possess (Connelly, 2019). 
Critical Thinking: The organisation reflects upon their current position and critically analyses the future plans. One of the expansion plans they have is the diversification into New Medicine Service (NMS) besides dispensing medicines, and telephonic medical advice facility which they have assessed after seeing the gap in the market (Pharmacy2U, 2019).  

[bookmark: _Toc37174207]The negativity of Attitude at workplace
Aggression: The aggressive attitude of the business was depicted in the marketing efforts of the business, which backfired. Making a top ten apps list sowed their aggressive attitude which proved to be confusing for consumers (Connelly, 2019).   
Vulnerability: the business demonstrated a vulnerable attitude when they sold the data of more than 21,000 patients to the marketing firm, for bucks of money, knowing the fact that they have a strong consumer base and were partnered with NHS from 2 decades (Green, 2015).  

[bookmark: _Toc25596408][bookmark: _Toc37174208]The Importance of Beliefs in the Workplace
 	Beliefs are derived from experiences and cultures that form the part of an organisation. Beliefs are important as they lay the foundation for the values within the organisation, as values are the stable beliefs. Thus the beliefs in Pharmacy2u are as follows: 
Set the character for Critical Thinking: Pharmacy2u have set up the belief among its employees that they shall push themselves for critical and out of the box thinking and ideas, that have resulted in the capturing a significant market share and instilled the belief of convenience and determination to be transferred to the consumers as a benefit. 
Providing value to the consumer: A common belief found in the pharmacy2u is that all of their features are directed towards providing value to the consumers. The features tend to be better than every other pharmacy as the Pharmacy2u claims that it provides 38p less as it provides in 2.03 pounds compared to 2.41 pounds (Pharmacy2U, 2019).
Working as a Team: The common belief instilled in the organisation is that large workforce needs to work as a team, where the team-building skills are practiced each under a manager who ensures to promote diversity and keep aside differences making them work towards a common goal (Chartrand, Ishikawa, and Flander, 2009). 

[bookmark: _Toc37174209]Work Place Policies In Relation To Sexual Misconduct 
	The sexual harassment is the contemporary issue in the organisations which serves as the challenge for the managers of the company (Huang, 2019). According to the survey conducted by McDonald (2018), it has been highlighted that there are 25% of women and 16% of men who experience sexual harassment at their workplaces.  However, the number is continuing to increasing which has resulted in sexual assaults and rapes. In addition to the above statement, the sexual harassment is considered as an extremely important issue which has the consequences for both the employees and employers. According to Hebert (2020), the individuals who are suffering from the sexual harassment faces challenges of working in a dangerous, hostile and unpleasant environment with the high risk of physical and emotional harm. With the increase in the productivity, the employees of the companies are likely to suffer a loss in their motivational levels and performance due to the harassment. This will likely influence their career progressions which can also be influenced and will lead towards forced out of the income and job. In light of the study conducted by McDonald (2018), the companies who suffers the adverse influences of the harassments are considering to be liable for such negative influences, for instance, low morale, financial stress and low morale. 

[bookmark: _Toc37174210]Preventing Sexual Harassment
	In light of the study conducted by Wiener et al., (2004), it is the basic human right of the individuals to be free from the sexual harassment. Moreover, for the employees, it is necessary for the companies to design effective strategies during working hours which focuses on the sexual misconduct and devise training programs for such practices. The employers of the company should acknowledge their responsibility towards maintaining a workplace which is free from the sexual harassment as it is vital for the managers and employers to take such steps in order to promote a safe working environment. In addition to the above statement, it is necessary that the employers take corrective actions for promoting a safer environment and for this purpose; it is necessary that a strong set of policies should be designed which governs sexual misconduct. For the effective prevention of the sexual misconduct from the workplace, it is necessary that the code of conduct should incorporate the policy for sexual harassment so that the employees can adhere to the policy strictly. According to the study of Hebert (2020), the effective prevention of the sexual misconduct policy is to make sure that the correct procedures are translated to the employees of the organisation. In this context, a feedback form can be circulated to the employees of the company who will be providing their valuable insights regarding the policies regarding the sexual harassment in the company. 

[bookmark: _Toc37174211]Workplace Policies Related to Sexual Misconduct at Pharmacy2u
	The company has implemented sexual harassment policy which is focused on protecting men and women in the company from the unusual and unwanted sexual activities and given them guidance to report such incidents (Pharmacy2U. 2019). The company also implements whistle blowing policy where the employees of the company can complain about certain employee regarding such behaviour. In such instances, the company will handle the claims maturely along with assisting the victims to recover and punishing the person responsible for such acts. The company has zero tolerance policy towards sexual harassment at the workplace as the culture of the company is based on collaboration and mutual respect. This is the reason that the sexual harassment is considered as serious violation of such principles. In addition, the policy is applicable to the every person in the company regardless of the sexual orientation, seniority, function and gender. 
	
[bookmark: _Toc25595305][bookmark: _Toc25596409][bookmark: _Toc37174212]Management Theories
The formation of management theories dates back to the mid-19th century and as a consequence of the industrial revolution. After the industrial revolution, the companies began to grow and expanded with huge number of employees. The responsibility of the management increased which resulted in the increased managerial work of the managers. In the history of management, this was a turning point as it ked to formation of a number of theories that are utilised for effective management in the current world (Mahmood, Basharat and Bashir, 2012). After that, a number of theories were developed which aided the managers to efficiently perform and manage their work and teams easily. 
The theories of management are ranked as highly essential in the business environment. The theories of management offer guidelines to improve the performance of managers which as a result affect the company and its workforce. The theories rely on mathematics and observations to create a model for the business which helps the managers enhance their management skills and role (Suddaby, 2014). The theories also aid the managers in making them good advisers and leaders which help the manager to achieve its goals and objectives in line with organisational growth. 

[bookmark: _Toc25595306][bookmark: _Toc25596410][bookmark: _Toc37174213]Human Relations Management Theory
The theory of human relations is also called motivational theory. This theory is distinct from the traditional theories of management and involves human behavior and dynamics in the management function. The theory is a combination of Sociology and Psychology integrated with management. The theory asserts that organisations are a social system and are based on the inter-group and interpersonal human relations (Noe, 2017). The theory highlights that if the psychological and social needs of the employees are satisfied the work formed by them can be efficient and effective. In entails that financial gains are not the only motivator for the employee, appreciation and recognition are also of prime importance in motivating the people. 
Managers must keep in mind the emotions and feelings of the employees and should integrate empathy and emotional intelligence so that they can build a relationship with the employees (Tirintetaake, 2017). In addition, a proper channel of communication is foremost for interpersonal relationships, so the communication side form the managers should be firm. The effectual interpersonal relationships improve the teamwork spirit and group dynamics of the company. 
[bookmark: _Toc25595307][bookmark: _Toc25596411][bookmark: _Toc37174214]Scientific Management Theory 
The theory of scientific management was put forward by Fredrick Winslow Taylor which is one of the classical theories of management. For this reason, the theory is sometimes called Taylorism. This theory focuses on increasing the productivity of the employees of an organisation by identifying the most suitable way to perform a specific task. It utilizes scientific methods and techniques for enhancing production capability and human beings are only considered as the means to achieve the organisational objectives and goals (Shafritz, Ott and Jang, 2015). 
The theory highlights that scientific methods are the most appropriate to perform any task. In addition, workers should be trained to maximize their efficiency and the work should be assigned to the employees based on their motivation and capability to perform that work. Furthermore, the performance of the workers should be analysed and monitored and they should be provided with proper instructions and so that the work can be done in an organized manner without any errors (Taneja, Pryor and Toombs, 2011). It has also been described that the work between managers and employees should be divided in a manner that managers must get time for the training and planning of the employees so that the performance of the employees can be improved. 

[bookmark: _Toc25595308][bookmark: _Toc25596412][bookmark: _Toc37174215]Contingency Theory of Management 
A contingency is defined as any such event which might occur in the future. It is not definite that the event might occur, but there are chances of existence. In contrast to the scientific management theory, contingency theory implies that in every situation there is not a particular best way to perform any specific task. The management of any organisation is situational in nature and the management technique depends on the situation that arises (Harney, 2016). The contingency theory applies the approach if “if and then”. The theory states that the principle of management is not universal in nature and there is no fixed style to manage the employees. Management is based on situations and the actions of a manager depend on the circumstances. It is very helpful in understanding those organisations which are complex in nature (Ejiogu and Jain, 2016).

[bookmark: _Toc25595309][bookmark: _Toc25596413][bookmark: _Toc37174216]Systems Theory 
One of the dominant theories in the domain of management is the systems theory and is based on the notion that in an organisation every part is interconnected and interdependent. This recognizes the organisation as a system. It states that the system is formed dependent and related elements that interact with each other to form a united component. The system can be of two types which are closed and open. Usually, organisations functions in an open system. Such type of system interacts with the external and internal environment by means of inputs, processes, and outputs (Chikere and Nwoka, 2015). 
The theory identifies that within a system there are various sub-systems which in terms of organisations are the departments. The arrangement if the parts and sub-parts are very important as the arrangement should be in such a manner that the output of the whole system is higher than the total output of the sub-parts. The feedback helps in assessing whether the output is accepted or not by the environment (Lai and Lin, 2017). All of these systems and sub-systems affect the performance of worker and the productivity of the worker is based on how effective the system works. 
[bookmark: _Toc25595310][bookmark: _Toc25596414][bookmark: _Toc37174217]Bureaucratic Theory of Management
The theory of bureaucratic management was developed by Max Weber. It includes two essential elements of an organisation which are the hierarchal structuring of an organisation and to develop clear roles and responsibilities to govern an organisation. The theory emphasized that there should be an appropriate division of labor with a balance between responsibilities and power (Samier, 2013). In addition, the hierarchy of an organisation should be designed in such a way that the knowledge sharing an aspect is present such that all the information should be delivered to everyone efficiently. There should be proper rules and regulations in the organisation. Further, the promotion and section of employees should be on the basis of technical qualifications of the personnel. The only power that is given importance is the bureaucratic power in an organisation.
 
[bookmark: _Toc25595311][bookmark: _Toc25596415][bookmark: _Toc37174218]Application of the Theory 
The theory of Human Relations for Management is highly applicable in the context of Pharmacy2U. Since the business model of Pharmacy2U is Business to Customer (B2C) so the aspect of interpersonal relationships is highly important for the business. The theory of human relations emphasizes the role of interpersonal and inter-group relationships within an organisation. The relations extend to the role of customer as well since customers are one of the primary stakeholders for Pharmacy2U. The company is well known for its customer service and such type of customer service is only maintained once the psychological and sociological needs of the internal employees are satisfied. 
This creates a ripple effect as the effective relationship among the internal employees is reflected in the relationship with the external employees which makes a business successful. To develop an influential human relation approach between the manager and the employees, critical thinking is a foremost step (Noruzi and Hernandez, 2011). The critical thinking of a manager affects the way the problems are resolved within a team. The critical thinking in teamwork ensures self-realization which improves the team dynamics and the team spirit (Chartrand, Ishikawa, and Flander, 2009). This aspect of critical thinking is evident in the decision making of the Pharmacy2U. 
When I was working in Pharmcy2U, the employees there had appreciable convincing power. With the passage of time, I realized that this comes from the nature of critical thinking of the employees, as the ability to think critically develops the persuasive ability within a person. The underlying theme of the theory of human relation is the phenomenon of critical thinking without which the power relations cannot be developed among the employees and employers and Pharmacy2U applies this component in every aspect of their decision making. I also observed that there was an incident regarding the sexual harassment of the young intern in the company who was appointed as the pharmacist in the company. According to the whistleblowing policy of the company, the matter was taken to the top management on the immediate basis and the person who assaulted her was held responsible. I think that the company has strict rules towards sexual harassment policy towards every employee and manager and they have to comply with such policies. This is the best practice which the company is adopting and adhering to the basic rights of the human. 

[bookmark: _Toc25596416][bookmark: _Toc37174219]Recommendations 
Critically analysing the online pharmacy, I have reached to certain recommendations which the businesses shall follow in order to grow:
· The business should maintain its integrity and honesty as one of the cons of going online is the fraudulent factor due to which the consumers are reluctant to trust. After the 2015 incident, where the business sold the consumer data to the marketing team, it has dented the reputation of the business, although the organisation has partnered with NHS. The organisation needs to be conscious of building their values with integrity the foremost.
· The business shall adopt the informative approach in their marketing while adopting the defensive attitude as the aggression in the past has backfired and the organisation needs to learn from its mistakes in order to grow. Their mainstream marketing shall be based on highlighting the key benefits it offers that are differentiated rather than attacking their counterpart. 
· The business shall work on its innovation values where they need on improving their feedback system as it is a market gap and vacuum created where ratings and star-based systems can prove to be effective. 
· In order to increase its size, the business shall consider expansion in different cities where they shall critically research upon the consumers’ needs and growing demands for online pharmacy. 
· For countering the issues of the sexual harassment, the company should formulate standard procedures and laws so that maximum employees will avoid such practices. 

[bookmark: _Toc25596417][bookmark: _Toc37174220]Share of Best Practices 
There are certain practices that are presumed to be better than other competitors in the market, which are found in Pharmacy2u. These practices are part of their value system, thus integrated into their beliefs and daily practices. When I was working in that organisation, I found the reminder messages as a unique feature that the industry was lacking. The messages were a sort of reminders that acted as a part of putting the consumer first belief. 
[image: ]
Most people think that the delivery services are just restricted to staying home or going to post office to collect their parcels, but the business even offers letterbox facility or even placing the parcel on the choice of consumers. Consumers used to inquire that refrigerated medicines are provided, which I realised that it is one of the best practices found there as the award-winning natural wool packaging was used which can keep the medicines cool between 2 and 8 degrees. All of these above practices were quite differentiated in the organisation which I could not find elsewhere while serving for a long time in the pharma industry.

[bookmark: _Toc25595312][bookmark: _Toc25596418][bookmark: _Toc37174221]Conclusion 
Critical thinking is one of the essential aspects that are essential for an organisation. The aspect of critical thinking is that which makes a business successful. The assignment highlights critical thinking in the context of attitude, beliefs, and values of the company named Pharmacy2U which is an online pharmacy of the UK. The importance of beliefs, attitudes, and values in the workplace were discussed in reference to critical thinking. Several theories of management have been discussed among which the theory human relation is applied in the organisational context. 
The assignment also includes the best practices and recommendations within the context of the company. Beliefs and values have hugely important in an organisation. The successfulness of the Pharmacy2U is because of the firm attitudes, beliefs, and values that the company holds. These aspects shape the company in such a way that it helps the organisation to achieve success with reference to the goals and objectives set by the organisation. The Pharmacy2U Company has some values which the company has developed after critical reviewing of the organisational needs. The emphasis of Pharmacy2U is on the human relationship aspect of the management because of the business of nature. The effective interpersonal relationship makes the service of the company remarkable. The assignment further discussed about the sexual misconduct policies of the company and it was identified that the company has strong rules and procedures towards the sexual misconduct. The company has also adopted whistle blowing policy for the safety of their employees. 
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