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Executive Summary
BT group plc formally known as British Telecom is one of the largest multinational telecommunication service providers in the UK. It is founded in 1969. The headquarter is situated in London. It operates more than 175 countries in the world. It provides a wide range of telecommunication service including fixed-line, mobile service, broadband connection, fibre-optic communication, home security, fleet management, supply chain management, television subscription service, and IT services.  It has mainly seven integrated divisions that perform as an integrated machine to achieve superior quality and superior performance. It has three subsidiaries. These are BT Ireland, BT Italia, and PlusNet. Its’ annual revenue was more than 24 billion pounds in 2017 and a net profit after tax was 1.9 billion pounds. Almost 106,000 employees perform here to achieve the corporate objectives. There is a wide range of diversity among the employees in BT. They are from more than 180 countries in the world. So, managing them needs more fair and rational judgment. So, both managers and employees with management strategy and critical thinking skills are very crucial for the success of BT.
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Introduction
Critical thinking is very crucial for the competitive business world. Organizations employ a diverse number of people who come from different cultures, religions, and countries. Their personal lifestyle is different from one another. Different beliefs, attitudes, and values are some crucial characteristics that shape human behaviour in different situation. Something is quite common to someone can be different to other having different beliefs, attitudes, and values. So, managers nowadays need to critically evaluate and implement those factors (Brookfield, 1987). Critical thinking refers to the objective analysis of different behavioural factors and providing a form of judgment. While thinking critically, it refers that the opinion is unbiased, rational and there is the existence of proper supporting evidence. Workplace critical thinking is also crucial for rational and unbiased workplace behaviour. This report will demonstrate how to develop critical thinking in the workplace. This Report focuses on BT Group (British Telecom) as a telecommunication service which I am familiar with. 
BT group plc formally known as British Telecom is one of the largest multinational telecommunication service providers in the UK. It is founded in 1969. The headquarter is situated in London. It operates more than 175 countries in the world. It provides a wide range of telecommunication service including fixed-line, mobile service, broadband connection, fibre-optic communication, home security, fleet management, supply chain management, television subscription service, and IT services.  It has mainly seven integrated divisions that perform as an integrated machine to achieve superior quality and superior performance. It has three subsidiaries. These are BT Ireland, BT Italia, and PlusNet. Its’ annual revenue was more than 24 billion pounds in 2017 and a net profit after tax was 1.9 billion pounds. Almost 106,000 employees perform here to achieve the corporate objectives. There is a wide range of diversity among the employees in BT. They are from more than 180 countries in the world. So, managing them needs more fair and rational judgment. So, both managers and employees with critical thinking skills are very crucial for the success of BT.










Critical Thinking
Critical thinking is the ability to analyse ideas to find solutions in a different manner of more than one. Critical thinking is the process of establishing active means to understand the exact situation, by accessing and thoroughly evaluating information on, arguments, ideas and finding the right approach of thinking process itself (Chatfield, 2018). To develop critical thinking skill in the work place, it is important to understand that every argument or idea put forward must have a structured reasoning support. This activity involves logical questioning in the decision making and problem solving. A critical thinker employer is always open-minded and accepts alternatives (Brookfield, 1987). A critical thinker makes decisions based on the authenticity of information and credibility of the source of information and make the conclusion based on rational assumptions, judgments, and evidence. It is important to ask appropriate questions to clarify and formulate the plausible hypothesis. A good use of different experiments to draw warranted conclusion with caution. Critical thinkers always are honest in their position and tries to find out the positive behaviour of their subordinates that best suit in the workplace. Critical thinking is a vital skill in life, whether it is with family, friends, work colleagues, business dealings or customers. Lack of critical thinking entails automatically believing everything read or told without carefully thinking about it and analysing the reasonable factors of its truth. 
[bookmark: _Toc533026589]Developing critical thinking can be done by applying a set of techniques, practicing and understanding reasoning skills, assessing evidence and observing the situation from different angles. Even though some people are naturally quicker at solving problems, with different ideas, finding different ways of doing a task and find it easier in decision making, there is always room for enhancement in the workplace, it an important skill that would lead to promotions in higher position. The major obstacles that may hinder people or employees from developing critical thinking skills can be from culture beliefs, attitudes and values. For example, in Some of the African/Asian countries where children from a young age are punished if they ask questions because it is believed to be disrespectful to the adults. Same as not looking an adult in the eyes while talking to them, to only do what one is asked to do without asking questions. All this prohibits developing critical thinking in a later life. A research was conducted in New Zealand school of psychology and centre for applied cross- cultural between Asian student and European students, the results indicted that European students performed better than the Asian student in critical thinking. The results show that Asian students are comfortable to use dialect thinking instead critical thinking to solve problems. This helps one understand the influence of culture, beliefs, attitudes and values in general ( Lun, et al.,2010).





Defining beliefs, attitudes, and values
Beliefs
A belief is an inner inclination that something is valid, despite the fact that the belief might be uncertain or unreasonable. Beliefs are assumptions and expectations that people make themselves about things or others in everyday life. Generally, people expect something from others according to own self-beliefs on a particular matter. Personal beliefs influence all the aspects of personal life and choices. For example, born again Christians believe one can only go to heaven after death if, they accept Jesus Christ as their personal saviour and believe in the Holy spirit. Different cultures, religions have an impact on personal beliefs (Anderson and De Silva, 2009).
Attitudes
Attitudes refers to personal established ways of responding to different situations and to different people. Attitudes are the reflection of self-beliefs, values, assumptions and continual learning. Attitude reflects in an individual behaviour (Brookfield, 1987). Positive attitudes towards something give good results and negative attitudes are expected to give the negative outcome. The way in which people express themselves through character and choice of words used reveals their feelings in certain situations. 
Values
Values are the reflections of personal learning. It refers to own perception about something like behaviour, thoughts, and feelings that we think ought to be or people ought to behave, especially in terms of qualities. Here qualities refer to honesty, integrity, and openness of human behaviour. For example, how people value what is important in their lives and the way they live, be it Family values, freedom of worship all are moral values (Aiken, 2012). 
[bookmark: _Toc533026590]Beliefs attitudes and values of BT group

[bookmark: _Toc533026600]British Telecommunication is one of the leading telecommunication service providers not only in the UK but also in the world. They have well-established beliefs, attitudes, and values toward internal and external relevant stakeholders. Their values help them to reach in the current position. They always try to ensure their responsibilities in all area of their business. They always ensure ethical pay rate and provide the required incentives and benefits to the employee. They have a proper succession plan and training and development program for the betterment of their employee. They follow a well-established structure for promotion and motivation for the employees. They also believe in the higher level of customer satisfaction. They ensure proper customer service and offer quality products and services at a reasonable price. They always respectful and provide rewards to their customers. Besides, BT believes in innovation rather than competing for the existing market share (Bell, 2010). They make the competition irrelevant and follow blue ocean theory as well. They always believe in positive attitudes towards their competitors, suppliers, shareholders, colleagues, and other relevant parties. They believe in superior customer services and quality products.
[bookmark: _Toc533026591][bookmark: _Toc533026598]Importance of attitudes, beliefs, and values in shaping workplace behaviour

Nowadays attitudes, beliefs, and values play a very big role to ensure sustainable performance in the long run. Importance of these variables for BT is described below:
Importance of attitude in BT – The overall performance of the organization refers summation of the importance of the employees. On the other hand, performance of the employees depends on the shared attitudes among the employees. Positive attitude within organization and between employees results in great performance, shared problem solving and decision (Aiken, 2012). Attitude is a very crucial factor to improve the relationship among the employees. This refers to a positive aspect towards the job, personal life and colleagues. In an organization it is all about team work, effective communication so, attitude plays a big role in sharing information, exchanging ideas, creativity and learning new skills at the workplace. A negative attitude reduces productivity and creates conflicts among employees. As a result, there is lack of professional development, poor performance within the teams and departments affecting the organizations service delivery. 
Importance of belief in BT – Organization belief is the crucial factor that shapes and creates organizational values. Personal belief modifies people’s behaviour and stimulates physiological change. Personal beliefs are important when dealing with cultural issues, whether it is religiously, monarchs in different countries. For example, a business problem and finding a solution in the UK are much more different from that of India, Saudi Arabia or South Africa. Understanding people’s beliefs in the workplace helps employers to be sensitive dealing with individual employees with certain beliefs different from them. Also, it would be beneficial for the organization with global business when posting employees abroad. For example, an employee with roots from Saudi Arabia would work well in that culture if they are posted there. Likewise, an employee with a western culture would work comfortably in Europe in making business decision (Cottrell, 2003), better than working and making decision in Saudi Arabia due different cultures and beliefs. Mode of communication with the customers also differs due to difference in beliefs. Clearly, Employee’s belief creates the organization’s norm, culture, and behaviour. For smooth functioning of the organization beliefs of both the organization and its employees are very crucial. Within the workplace, the culture, values and norms should be focused on the organization’s image and what the organization wants to portray. Belief differentiates BT from other competitors like, Vodafone.
Importance of Values in BT – There is a wide range of competition among the business entity, along with core business functions, businesses need to focus on the brand and marker image. Business value is the core concept for achieving the superior brand image. While a multi-national company like BT is considered the importance of values is a broad concept, it is the ultimate factor which shapes and gives an organisation its brand image. Value creates a co-operative business environment within an organisation. BT’s business values promote a positive impression among the employees, as a result the employees are motivated due to the positive and co-operative culture. Thus, productivity and performance also increase due to a positive organisational view (Cottrell, 2003). Value also helps to reduce conflicts among employees and improves interpersonal skills. Besides, due to a co-operative working environment, employees can make an effective decision by sharing personal views and set a common goal for the business, it also sets the tone of organisation culture therefore becoming more attractive to the market participants, in addition it shapes the fundamental responsibilities of an organisation and improves sustainable growth and overall performance (Aiken, 2012).
Difference between attitudes, beliefs and values
Beliefs, attitudes and values are three vital factors that shape a person’s behaviour, these three factors are not only crucial in the daily lives of individuals but also in the workplace. Beliefs attitudes and values tend to shape, behaviour thoughts perceptions and feelings about the environment of the work place.
Beliefs – Refers to assumptions and expectations one makes about others, in the daily life and in the workplace. Individuals expect others to behave in a way the agrees with one’s beliefs, in certain situations and/or in the workplace. Customers and subordinates have also different beliefs. Peoples beliefs influence all other aspects of their personal life choices, for example, the dress code in England is quite different from that of India and Saudi Arabia.  Different cultures and religions have an impact on personal beliefs, for example how Muslims only eat halal meat. Due to different beliefs, individuals have different assessments, solutions and assumptions regarding different problems (Bell, 2010). There is a a need to critically assess different beliefs because beliefs come from different changing variables. 
Attitudes – Are established ways of responding to different situations and people. Attitudes are the reflection of self-beliefs, values, assumptions and continual learning. They reflect an individual’s personal behaviour, good attitudes towards a task result in a positive outcome. (Aiken, 2012). Employees need to have effective communication skills that work with different customers regarding their needs. It is very fruitful for creating a satisfied customer foundation, as it encourages the customer to be responsive.
Values – Values are the reflection of learning it refers to personal perception about factors like behaviour, thoughts and feelings that are expected from people, especially in terms of quality. The qualities referred too are honesty integrity and openness of human behaviour. Sometimes called moral values. It is vital for employees to develop critical thinking regarding values, ethical behaviour and a positive mental attitude towards work, serving customers as well as in representing the organisation. (Cottrell, 2003). Values help to establish the right social norms, judgments and co-operative work environment. Developing critical thinking in employees equips them to deal with demanding jobs, deliver good customers service, in reaching deadline and achieving set goals, which promotes organization’s success.


Management Theories
Management is the administration of an organization and its goals through Planning, organizing, directing, controlling of everyday business running. Human Resources department oversees organizational functioning through managers, departments and teams. To accomplish the organizational objectives, management resources are needed for example, money, people and materials. There are different management theories used by organizations for better functioning depending on the type of business, different theories are used. BT group implement several management theories that are relevant within the workplace. They follow a wide range of application of different management theories in the different situation. Few of the application followed management theories are scientific management theory, behavioural management theory, and contingency theory.
Behavioural management theory focuses on the human relations movement considering different human dimensions in the workplace. Behavioural theory is important for a better understanding of human behaviour in the workplace like different motivation level, constructive conflict among the employees, expectations, dynamic teamwork, decision making, helps to improve productivity. In relation to the behavioural management theory, it is important to create a safe environment for staff to make them feel that their ideas, opinions, and decision regarding different situations are quite valuable (Bell, 2010). Managers who encourages employee’s own way of thinking, capabilities, way of solving critical problem builds their morale, encourages them to generate new ideas and collaborates thinking. Also, the way of motivation and selecting the right tools is also very crucial to create a positive and responsive work environment.
To motivate employees Maslow's Need Hierarchy theory by Abraham Maslow 1943 helps to greater extent in choosing the right motivation tools for the employees, makes it easier to arrange the right management training program and personal competency development program for the employees. It provides an encouraging work environment for the employees and enables them to fulfil their unique incentives (self-actualization). This theory is still very much relevant today (Cottrell, 2003).
Contingency Management Theory 
The basic premise of the contingency theory is to make a decision depending on the current situation. There are several internal and external factors that will change in the future and will affect management planning. So, the best way to manage an organization is managing in a given situation. Managing an organization depends on the situation at hand and taking the best course of actions accordingly (Aiken, 2012).




Scientific Management Theory
Scientific management theory was founded in 1980’s by Fredrick Taylor. According to scientific management theory employees’ productivity reduces due to some rules of thumb in the workplace. Taylor replaced rules of thumb by factual scientific knowledge. Also focused on the time and motion in the place of rules of thumb (Bell, 2010). He had removed the number of motions in the workplace and it was quite effective, and productivity was increased at that time.  The application of scientific management theory by BTs has improved its service by having best trained employees with efficient tools. This Theory, employer focuses more on the task efficiency than the employee’s wellbeing. Employers are very self-centred and wants things to be done certain way with no much flexibility from the employees because they follow a system. There is less contact with the society and therefore reduced opportunity of learning and getting higher positions. Scientific management theory focuses on five major principles. These are:
· Developing a clear and specific vision of task and responsibilities
· Determining the best way of doing the job using scientific methods
· Selecting the best employee for a job using the scientific method
· Selecting the best training tools and making them efficient to perform the task
· Ensure the hierarchy of authority, supervision, and surveillance
There is a well-designed job description at BT. Every employee knows his responsibility well. Also, there is integration among the different departments of BT. Organization's objectives and goals are the reflections of these departments. As a result, all the employees of BT need to work as a family and team to attain the goal. Specific and clear goals and responsibilities of employees refer to the first principle of scientific management theory (Cottrell, 2003).

There are several alternatives for doing a task. For example, Different customers have different problem depending on their beliefs, attitudes, and values. Try to always to listen to the customers carefully and try to make solutions accordingly. Corporate strategy develops well-integrated methods of doing the task for each and every department of BT. Developing alternatives, analysis the alternatives and selecting the best alternatives according to their assigning probabilities enables BT to earn a net income of 1.9 billion pounds in 2017. BT uses different stratified sampling, scientific tools to find the best way of solving problems and making decisions. This process enables the BT group to operate more than 170 countries around the world (Aiken, 2017). 
The world business is getting competitive day by day. BT group always wants to hold the top position in the industry. Its current revenue level is more than 24 billion pounds. One of the biggest open secrets is its skilled, experienced, and competent human resource. Every year the BT group selects employees from different sources through internal and external sources (Bell, 2010). They always focus on different competencies of the employees regarding their working field.  Among them, communication skills, interpersonal skills, problem-solving and decision-making skills, time management, analytical ability, and innovation are some of the common competencies. These selection procedures refer to the scientific selection of employees regarding business objectives.
Every year the BT group uses millions of pounds as a part of training and development. At present, more than 100,000 employees work at BT group. It arranges different succession, on the job training, off-the-job training regarding achieve the business objectives of BT group. Top managers allow the participation of the subordinates for making an effective decision about training and development. It also supports the fourth principle scientific management theory. The corporate structure of authority and leadership is quite specific in the BT group. There is a hierarchy of authority and code of conduct of assigned power of the management. Though there is some flexibility in the modern day's application of management theory, still the corporate structure of BT supports the fifth principle. 
SWOT Analysis 
A SWOT analysis of BT organization assesses the organization's wellbeing by taking a gander at its asset qualities and shortcomings concerning the nature of how it sends and gets information and data universally over fiber-optic links, systems, radio wires and different interchanges gear. The analysis additionally distinguishes opportunities and threats that may help or hurt the organization later on (Mindtools, 2018).
Strength 
BT group has a cutting-edge fiber-optics innovation, with high-performing cable equipment, a well-known brand name, reliable and trusted by loyal customers with super customer service plus an excellent team of employees. Altogether, these strengths are traits that increase the organizations resources competences and boosts its modest of competitive service.
Weakness
BT, like all telecommunication organization, the weakness that are foreseen are the slackness in sales, new companies opening and offering cheaper services which leads to customers leaving. Another cause can be poor cable line due to rusting, rotten or tear, which means there is a disrupted and slow service.
Opportunity
There are several external opportunities like investing on the new optic fibre to help increase on the speed in services. Customers are always upgrading to new technologies in the market so, catching the consumer interest is beneficial in boosting its existing strength. By constantly monitoring all the opportunities externally it will be an advantage to staying on top of the competition.    



Threats
A slow economy, high competition and more tougher government regulations against the media telecommunications industry are only a couple of external threats that can confine a broadcast communications organization's future productivity. Threats are external trials or impacts that make future obstacles for an organization. New opponents with super-fast new technology may Take BT loyal customers if BT does not invest in new cutting- edge technology and fast service.
Best practices of BT
The good practices of BT that make it different from other companies. Some of the best practices of BT are given below:
· BT always acts with honesty even if the situation is critical for them. They follow a strong code of ethics regarding their services. They ensure ethical behaviour toward the employee, customers, suppliers, and other stakeholders, with respect and loyalty.
· BT comply with different rules and regulations regarding their business model. They are always conscious of environmental and customer services (Aiken, 2012).
· They always do their best to provide accurate, timely, and convenient service to the customers. Besides, they ensure proper reporting to the shareholders and the Security Exchange Commission about the actual, true, and fair performance.
· They ensure appropriate workplace disciplines, attitudes, values, and behaviour.
· They also focus on innovation to create a new market rather than competing in the existing market.
· There is a complete workplace equality and diversity strategy in place including disability, race and gender. In 2001, BT was awarded a ‘Gold Standards’ on the way they manage issues on gender and ethnic minority in the workplace. 
·  They are three critical stakeholder groups that BT Values most. These are customers, employees and shareholders. It is important to have a team of happy Employees, happy customers and happy shareholders, the satisfaction of the stakeholder results in the success of the business (British Telecommunication, 2001).
[bookmark: _GoBack]
 









[bookmark: _Toc533026599]Recommendations
There is no doubt that BT is one of the leading telecommunication companies in the UK. It was established in 1969 and is the oldest telecommunication service provider in the world. But at present, it is not the market leader. Several American, Japanese, and Chinese companies are earning higher revenue than BT. Here workplace critical thinking can play a very big role to improve performance (Bell, 2010). BT can follow some principles to improve critical thinking. 
· Managers need to encourage high performance by holding workshops, mentoring, working on motivational skills in order to succeed, they need to focus on the core objectives and values of the organization.
· Employees should try to be more flexible in their way of thinking, be less rigid in making decisions, have more power in dealing with difficult situations in the workplace, saving time on waiting for senior managers.
· Managers and employees should develop the virtue of appreciation and integrity to establish strong attitudes (Aiken, 2012).
· Employees should keep their ego away, avoid office gossip and try to separate personal life from professional life to develop critical workplace behaviour.
· Building trust and reliability is a key ingredient for a strong foundation in workplace between colleagues, making communication more open and clearer, as well as respect for each other.
· BT online Advisers should make sure information being given to customers is accurate and clear and satisfactory.
· BT should stop selling customers personal details to other organizations without their consent. 










Conclusion
Managers nowadays need to critically evaluate and implement different attitudes, beliefs, and values. Developing Critical thinking helps to take the best decision in any organization. Critical thinking helps to take an unbiased, rational decision based on proper supporting evidence and shape human behaviour. The behaviour of the employees shapes the behaviour of the organization. British Telecommunication should able to ensure the application of proper attitudes, beliefs, and values. Additionally, the application of different management theories is also important depending on the business situation. Managers in an organization follow different approaches depending on the situations. Proper application and management of attitudes, beliefs, and values can make BT as the industry leader. Developing critical thinking is unquestionably an essential skill to help in decision making and problem solving in personal development and in an organization. BT believes the application of several management theories in different roles of different department works best for them. Lastly, in practicing ways of developing critical thinking it is essential to put in account the cultural thinking and beliefs that limits personal development in critical thinking and adjust them accordingly.
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