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Introduction
The aim of the following essay is to critically assess the workplace culture of Boots. Workplace culture refers to “the beliefs and values that have existed in an organisation for a long time, and to the beliefs of the staff and the foreseen value of their work that will influence their attitudes and behaviour” (Tsai, 2011: p1). The values, beliefs and behavioural norms also shape how employees behave and react in certain situations. Thus, it is vital for employees to understand the company’s core values and workplace culture. This prevents any possible conflict that may occur as well as ensures that the employees act and work in unity. Tsai claims that employees utilise their organisation’s values and beliefs “to give meaning to the situations that they encounter” (ibid). The workplace culture within an organisation plays a significant role as it creates a successful and healthy atmosphere where employees are able to reach their potential and ensure they provide customers with a high quality service. The essay would also evaluate the broader environment in which Boots operates. For instance, it would explore how the staff at Boots handle difficult customers or challenging situations. It would also look at the behaviour and attitudes implemented by employees to ensure customer retention as well as to make sure it offers better services and prices compared to its competitors. Lastly, it would evaluate the cultural and ethical behaviour present in Boots and evaluate my own cultural and ethical behaviour in relation to Boots. This is extremely important as the behaviour and attitude portrayed by employees affect whether customers wish to continue using the company’s service or buy their products. It is essential for staff to give a good first impression as that would influence the customer’s overall experience and determine whether they believe Boots has the potential to fulfil their needs and requirements. 
Context and Culture of Boots
Boots was founded in 1849 by John Boots who initially opened up a small store. Although at the start of the business it experienced very little profit, John continued with his business model vision. However, once John’s son, Jesse, took over the business its “prospects improved, launching the company’s rise to commence” (Greenwood and Ingram, 2018: p4). Boots’ vision is to “be the first choice for pharmacy, well-being and beauty – caring for people and communities around the world” (Boots, n.d.). They strive to achieve this vision by offering “considerably cheaper products than [their] competitors, thereby encouraging customer loyalty and building a brand immediately associated with selling quality for reasonable prices” (Greenwood and Ingram, 2018: p4-5). The workplace culture in Boots is to offer the best shopping experience and service to all its customers. Blessinger and Hrycaj claim that many academic scholars agree that “no matter how [culture] is defined, organisational culture largely influences the way most employees consistently behave, the decisions they make, and the reaction when change is implemented” (Bradigan and Hartel, 2013: p9). The friendly culture within Boots encourages employees to have a welcoming and approachable persona whereby they can use their skills and knowledge to help their colleagues and customers. Boots also writes that their purpose is to “help people across the world lead healthier and happier lives” (Boots, n.d.). In order to fulfil this purpose, employees at Boots do their best to meet customer needs and expectations. Thus, they claim that “people’s health and wellbeing is at the heart of everything [they] do” (ibid). This implies that those who work at Boots aim to offer excellent customer service so that their customers feel valued as well as enjoy their experience in one of their stores. Boots also encourages positive and friendly behaviour and attitude which means customers are able to approach any member of staff if they have any concerns or queries. Boots core values include “trust, care, innovation partnership, and dedication” (Boots, n.d.). The employees uphold these core values by ensuring they are honest with their customers as this helps build customer trust and loyalty. It demonstrates care and the customer would leave with a positive perception of Boots. The staff at Boots show dedication to their work and their customers by going above and beyond so customers receive the service they rightfully deserve. It is not only about making sales, instead it is about having the ability to build relations with customers and demonstrate through our actions what we believe in. Words do not mean anything if we cannot put it into practice and therefore, it is extremely crucial that Boots’ vision, purpose and values are expressed through the actions, behaviour and attitudes of those that work for Boots. 
Boots has built a workplace culture where employees do not only help customers but also help each other in relation to training and development. Boots makes an active effort to invest in its employees so they are prepared and capable to respond to conflict and challenging situations. As workplace culture is defined as “the way we do things around here” (Bradigan and Hartel, 2013: p8), it is important for employees to be trained properly so they can portray this culture through their speech, body language, behaviour and actions. It may be argued that employee uniform also reflects the culture within an organisation. For instance, Boots enforces a strict uniform policy to demonstrate unity and equality among the workers. Thus, the employee attire is one of the “visible artefacts” (ibid) that express Boots beliefs and values as a company. One may also note that having a positive and a strong workplace culture improves productivity, encourages people to work harder as they are part of a company which they can trust and believe in, as well as enjoy coming into work. In other words, workplace culture “plays a powerful role in the workplace” (ibid, p7) as it creates a positive atmosphere for employees where they are motivated and driven to ensure they complete all duties and responsibilities to a high standard. As a result, the positive culture in Boots encourages employees to embrace the beliefs, values and norms of the company, as well as improve their overall performance and outcome whilst they strive to translate the culture of Boots into practice. According to Agarwal, “a positive workplace culture improves teamwork, raises the morale, increases productivity and efficiency, and enhances retention of the workforce” (Agarwal, 2018). She further claims that “job satisfaction, collaboration, and work performance are all enhanced” (ibid). The reason why culture significantly impacts the workplace is because all employees have to work together as a team to fulfil the core values and ethos of the company. It also makes every employee feel that they are part of a team and therefore, their behaviour and actions will not only affect themselves but the people they work with and the overall image of the organisation. In the case of Boots, it places great significance of team work as working together ensures duties and responsibilities are completed quickly and efficiently because tasks are divided between employees. This reduces the workload and stress as employees are able to communicate and ensure their behaviour complements the mission statements and values the organisation believes in. 
SWOT Analysis of Boots
It is vital to explore and analyse the strengths, weaknesses, opportunities and threats of Boots as a company in the UK. Firstly, Boots is recognised as one of the largest health and beauty retailer, with around 2,500 stores (Boots, n.d.). Its continued development and expansion demonstrates its strong and comfortable position within the market. Boots has a well-established and a reputed image among customers, “it’s risen from humble beginnings to become the well-known and loved company it is today” (Boots, n.d.). The own-label brands in Boots allow it to have an advantage in the health and beauty market. Boots claim that they strive to offer their customers with “innovative and fantastic products” (Boots, n.d.) such as No7, Boots Brand Healthcare, Boots Soltan and YourGoodSkin. They further state that they are always working on introducing new ranges to meet the needs and requirements of their customers. The Boots Advantage card also helps drive sales and ensures customer retention as customers are rewarded for their loyalty – by returning to store and making another purchase. The Advantage card has benefitted Boots largely in terms of the number of customers visiting and purchasing from Boots. It seems that “since its launch in 2007 the Boots Advantage card has been taken out by more than 16 million customers” (This is Money, 2011), demonstrating the tool’s success amongst consumers. Boots is also experiencing several weaknesses which need to be recognised and addressed before it has significant impacts on the overall operation of Boots. One of the weaknesses of Boots is that it is experiencing the mid-market squeeze whereby “more cautious shoppers are trading down to discount retailers, switching retailers when shopping online and when treating themselves to more expensive items, doing so in more upmarket retailers” (Global Data Retail, 2019). Another reason why Boots’ performance has been negatively affected is because “a high number of products appear to be offered on the same regular multi-buy promotion throughout the year” (ibid), making their prices seem uncompetitive. As a result, customers choose to shop elsewhere and find better prices and deals for various products and services. According to Retail Insight Network, the deals and promotions offered by Boots are not “enough to counteract its high non-promotional prices, which suffer from competitive comparisons” (ibid). One may also consider the opportunities available for Boots. For instance, its services – “the provision of healthcare services for consumers remains an opportunity, given Boots’ ethical image” (Bubb, 2012: p4). Thus, Boots could possibly focus on expanding its healthcare services as it has potential to assist with Boots’ overall performance. It offers an extensive range of healthcare products and services such as pharmacy, medicine/vitamins and opticians. Bubb has also found that “the increasing interest in personal health and wellbeing provides plenty of potential for Boots to provide useful new products such as anti-ageing treatments” (ibid). Again, it would really benefit Boots if they were to explore the health and wellbeing selection as it is an area where consumers would be interested and encouraged to try the products and services. Thus, Boots should aim to invest more time, money and effort to develop and build the range of the health and wellbeing services and products. Lastly, one must consider the threats Boots may encounter and explore how these threats could be tackled. A major threat to Boots is its competitors as many retailers such as Savers are able to offer the same products but for a cheaper price. There are some retailers that offer better promotions and deals in comparison to Boots. This would affect Boots’ overall sale performance as customers would be reluctant to make purchases from it. Bubb states that “although the Superdrug drugstore chain has failed to make much impact on Boots in recent years” (ibid), other retailers such as Asda, Debenhams and other competitors are offering discounts and promotions which weakens Boots’ role in the retail industry. 
PESTEL Analysis of Boots
The PESTEL analysis is a “tool of situational analysis for business evaluation purposes and is one of the most used models in the evaluation of the external business environment that is highly dynamic” (Perera, 2017: p2). The political factors that may impact Boots are higher taxation for businesses in the UK and a decline on the UK minimum wage. The higher rate of tax would mean that Boots would have to pay more depending on its overall sale and revenue. This would mean that they have less money to invest into their services, products and employees. It would negatively impact how the company runs because the employees’ would experience a lack of motivation as less money would potentially mean they cannot improve the products and services offered by Boots. It is also important to consider the economic implications that may influence how Boots is run. For instance, due to Brexit and its impact on the currency market, Boots as a company would face extreme difficulty, affecting its revenue. As Japsen notes, “the European economy is not doing well and the situation in the United Kingdom, where [Boots have over 2, 500 stores], has been clouded by the UK’s decision to the European Union” (Japsen, 2016). This has significantly affected Boots as it confirms to close around 200 stores as a result of economic woes. It is essential for Boots to consider the social factors that influence the overall operation of the company. For instance, understanding who the customers are and what they are interested in – looking at a specific audience such as young teenage girls who are usually interested in makeup and skincare. Thus, Boots will advertise such products mainly towards young girls and women. Boots has to consider its location before setting prices on its products, as they would not want to sell products that people cannot afford. Thus, it is vital to research what their audience can afford and how much they are willing to pay for the different products and services they offer. One may explore the technological factors that impact Boots because in order to offer the best customer service to its consumers they need to ensure the technology developments introduced are easy to use for their employees as well as their customers. It is important to observe any new technology introduced by Boots’ competitors so that it is able to respond quickly and adequately by either bringing in a similar technology or offering something better for the benefit of the consumers. Having the latest technology would demonstrate to consumers that Boots strives to make their experience easy and aims to fulfil their needs and expectations. For instance, Boots offer the option where customers can check for stock online or other local stores if certain products are unavailable in a specific store. Boots also offers a click and collect service where customers can order online and pick it up from a store close to them. For Boots, “reducing the impact [they] have on the environment has been an important part of the way [they have] run [their] business for many years” (Boots, n.d.). For example, Boots has switched their plastic carrier bags to paper carrier bags. They have also “signed up to the UK Plastics Pact led by WRAP” (ibid) which is to reduce the amount of plastic packaging used in their products. Having considered environmental factors, Boots has opted to use electric vehicles for its Pharmacy Delivery and Collection service (ibid). It has also agreed to reduce avoidable single use plastics as well as, introduced 100% compostable pharmacy bags (ibid). Lastly, exploring the legal implications related to Boots, it is important that employees are not discriminated or treated unfairly due to their age, gender, religion or background. At the workplace, all members of staff should be treated equally and therefore, any sort of progression should be available to each of them. An employee can only be judged on his/her role within the workplace. Boots has to offer a safe and secure environment for employees to work in. This is because under the health and safety law it is the employer’s responsibility to make sure that employees are cared for and treated well. Therefore, if for any reason employees encounter dangerous and unhealthy conditions, the employer must take action immediately and offer an alternative work space. 


Cultural and Ethical Behaviour
Cultural behaviour is defined as “the way employees, managers and customers behave is related to their culture” (Ahmed, 2019). Culture has a significant impact on how people respond to situations, interact and communicate with each other and the way they perceive and understand the world and society around them. According to Ahmed, “in the workplace, there are many different cultures that coexist – including the company culture, the local culture of the business and the national or regional cultures of employees” (ibid). Therefore, it is important for employees to understand the differences and engage with the different cultures present so they are able to fully embrace their assigned job role. While, ethical behaviour refers to “that which the individual considers as correct in the prevailing circumstances and which his moral values do not disqualify as being wrong or bad or unjust” (Pillai, 2011: p150). In the case of Boots, employees are expected to portray cultural and ethical behaviour at all times. The behaviour does not only influence how they behave within the workplace but also how they approach customers, the decisions they make and the service they provide to consumers. Pillai argues that many organisations have “ethical codes” for their employees to follow and in some instances they assess the workplace situation to further develop the code of ethics for its employees (ibid). In most cases, these ethical codes are reflected through rules and regulations that members of staff must comply with in order for the smooth running of the business. Pillai further notes that there are several workplaces which “take compliance with laws or compliance with rules to be a code of ethics” (ibid). Cultural and ethical behaviour encourages individuals to act in a positive manner and ensure that the choices and decisions they make benefit the consumers and not simply the business and its employees. Likewise, demonstrating cultural and ethical behaviour within an organisation “entails being committed to and living the organisation’s values and abiding by the applicable legislation, rules and policies” (Schoeman, 2014: p5). For Boots, ethical behaviour is not simply the actions of individuals but also how and where their products and services originate from. For instance, Boots strives to ensure that the products and services available in-store and online are “sourced responsibly and ethically” (Boots, n.d.). As a result, Boots places great importance and makes an active effort to check that its brand and products “are produced by suppliers who treat their workers fairly and show a responsible attitude to the environment” (ibid). They also go above and beyond as they have teams who carry out thorough checks to see where products originate from. 
As an ex-employee of Boots, I demonstrated cultural and ethical behaviour whilst serving customers of all backgrounds. For instance, through communication I was able to see that in some cases the customer and I would share different opinions or perceptions about certain products and services. Here, I would still value and respect the view of the customer and still offer the best customer service I possibly can. I would treat the customers as I would expect to be treated and ensure that I was able to assist and meet the needs of the customer, not allowing them to leave upset or disappointed by my service. In rare occasions, I would encounter extremely difficult and challenging situations often due to customer not understanding something or acting in an inappropriate or aggressive manner. Such situations would have to be handled adequately, ensuring that all beliefs, values and ethos are shown through my behaviour and speech. For example, I would calm the customer down and try to understand what triggered them to act in a certain way. Thereafter, I would offer solutions that may help diffuse the tensed atmosphere. It is also vital for an employee to relate to and share the same code of ethics as the company they work for. Otherwise, it may be difficult for employees to uphold the culture and ethics. For example, I believe that Boots should only offer ethically sourced products. However, others may feel that as long as the company is increasing its sales and profit, it does not really matter where the products or ingredients come from. Thus, having common ethics and values plays a major role within the workplace. It may be argued that if employers were to reward cultural and ethical behaviour, then employees are more likely to display the company’s beliefs, values and ethics. This is because employees enjoy recognition and this would encourage and motivate them to incorporate the workplace ethics with their duties and responsibilities. 
Conclusion
To conclude, the workplace culture is highly important within an organisation as it does not only shape the beliefs, values and norms of the company but also, influence the behaviour, attitude and actions of the employees. The way the customers are treated is a reflection of the culture of Boots. Thus, employees must be fully aware of the values and beliefs shared in the workplace so they know how to react and respond to all kinds of situations. Boots considers its political, economic, social, technological, environmental and legal factors to ensure that it has minimum negative impact in the world they live in. This also helps to maximise the success and benefits for Boots as a company. Boots has actively began introducing changes to the way it does business so that it is able to offer high quality service whilst also considering its social responsibility within the community. The cultural and ethical behaviour present amongst employees is highly important as the way the employees choose to portray themselves would either, encourage or discourage customers from shopping in Boots or returning to make another purchase. Good cultural and ethical behaviour shapes how employees work and treat each other as well as how they respond to challenging situations. For Boots, customer service is at the centre of what they do and therefore, it is crucial to understand the importance of cultural and ethical behaviour within the workplace.
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