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INTRODUCTION
This report will be highlighting the importance of workplace culture and the impact this has on organisational efficiency. As stated by Reskin and Padavic (1994) workplace culture can broadly be defined as the understandings, behaviours and symbolic forms including rituals, taboos, and myths that are shared by members of a work organisation. In simple terms it is the personality of the organisation, ‘the way things are done around here’. According to Schein (2010) culture is a pattern of shared basic assumptions that a group learns as it solves problems through different behaviours. Organisations who have strong cultures together with their teams can improve revenue, profit and shareholder value whereas organisations with weak cultures find it difficult to change and adapt to market demands which can see them fail.
An analysis will be done on Dixons Carphone specifically The Carphone Warehouse which is an electrical and tele communications retailer and services company who operate in nine different countries who sell products such as mobile phones to washing machines. The project will be covering three tasks, first of which will be PESTLE/PORTERS five forces analysis on the industry. The second task will be an analysis of the culture at Dixons Carphone using the cultural web and finally an investigation will be done to identify any ethical dilemmas the management or the company face in this industry.













1. PESTEL ANALYSIS ON DIXONS CARPHONE
PESTEL analysis is a strategic tool used to analyse the macro environment of an organisation, PESTEL stands for: -
· POLITICAL
· ECONOMIC
· SOCIAL
· TECHNOLOGICAL
· ENVIRONMENTAL
· LEGAL

The macro environment which are the external factors can be divided into three layers which are: -
1. Competitors and the market
1. Industry
1. The macro environment is the highest-level layer, this consists of broad environmental factors that impact to a greater or lesser extent of almost all organisations (Johnson et al, 2008).
[image: Strategic Analysis - Training Material]
















(50minutues.com, 2015)

Changes in the macro-environment factors can have a direct impact on not only Dixons Carphone Plc but also can impact other competitors in retail. The macro-environment factors can impact the Porters Five Forces that shape strategy and competitive landscape. This analysis is important to measure what is currently happening in the market and what customers are really expecting from the organization (Porter,1985). They can impact individual firm’s competitive advantage or overall profitability levels of the Consumer Services industry. Understanding the external market and its consequences will help in understanding the threats minimizing the risks of failure and delays in operations that will save the costs (Thomas, 2007).

POLITICAL FACTORS 
PESTEL analysis provides detail about operating challenges Dixons Carphone will face in prevalent macro environment other than competitive forces. For example, an Industry may be highly profitable with a strong growth trajectory but it won't be any good for Dixons Carphone if it is situated in unstable political environment such as areas where there is war or political unrest.
Political factors play a significant role in determining the factors that can impact Dixons Carphone's long term profitability in a certain country or market. Dixons Carphone is operating in Retail in more than dozen countries and expose itself to different types of political environment and political system risks. The political environment is a highly significant consideration to a business especially if it is a foreign company where in general political support is essential for success and penetration of the market (Parera, 2017). To achieve success in such a dynamic Retail industry across various countries is to diversify the systematic risks of political environment. Currently due to COVID-19 we are seeing all decisions on how the retail industry operate being made by the Government to keep consumers safe. However the Government have also strived to help businesses as well as employees by providing a Furlough scheme to pay 80% of their wages which would be a huge benefit for employers to retain their staff without the full cost to themselves.



		PESTEL FACTOR
	IMPACT ON BUSINESS




	POLITICAL


	· Political stability and importance of Retail sector in the country's economy.
· Bureaucracy and interference in Retail industry by government.
· Legal framework for contract enforcement
· Trade regulations & tariffs related to Consumer Services
· Anti-trust laws related to Retail
· Pricing regulations – Are there any pricing regulatory mechanism for Consumer Services
· Taxation - tax rates and incentives
· Wage legislation - minimum wage and overtime
· Work week regulations in Retail
· Mandatory employee benefits
· Industrial safety regulations in the Consumer Services sector.
· Product labelling and other requirements in Retail
· Furlough Scheme


	The right Government in power helps retailers when it comes to being seen in the industry and negotiates fair trade deals with internationals.

Government tax levies on goods – less profit for retailers.
Guaranteed minimum wage for employees which will be the main expense for the retailer, this can decrease profits. Some smaller independent stores may have to close because they cannot afford to pay minimum wage.

Dixons provide a wide range of employee benefits from discount mobile phone contracts to a Sharesave scheme where by in 2019 they gave each employee £1000 worth of shares which cost the company £10 million with the aim to attract and retain employees to the business.

Regulations put in place has limitations to how many hours staff can work during the week therefore the employer must keep enough staff to cover these shifts which may incur more costs if they have to pay them more.

Grants and loans made available to keep business afloat during Covid-19 and also 80% of their staff wages being paid by the Government without the cost coming out of the company expenses has hugely helped Dixons from closing stores and making staff redundant.



ECONOMIC FACTORS
Dixons Carphone Plc can use Retail industry growth rate, consumer spending and so on to forecast the boom trajectory of not only the Retail industry but also that of the organization. Retail industry relies on the economic system to be strong which means that consumers have increased disposable income leading to increased sales. This also allows retailers to sell more valuable goods, whereas if the economy is weak this can cause less consumer spending forcing retailers to lower prices (Treadwell, 2019).

		PESTEL FACTOR
	IMPACT ON BUSINESS




	ECONOMIC


	· Exchange rates
· Globalisation
· Economic growth/decline Inflation Interest rates 
· Cost of living
· Labour costs
· Consumer spending

	Currently with a worldwide pandemic exchange rates remain unstable, affecting negotiations with suppliers.

Brexit created uncertain markets and investors in UK.
More disposable income consumers have the more they spend on products.












SOCIAL FACTORS
Current trends, lifestyle, shared beliefs and attitudes of society impact how Dixons Carphone understand their market. This entails how they approach their consumers and the methods they use to do adapt and change to society norms to benefit the business. With people getting addicted to mobile phones particularly young people there has been an increase in demand for the latest technology. This leads to increase demand of newest version of phones and more data usage contracts among teenagers (The Guardian, 2013). A demand for technology is an advantage for Dixons Carphone to sell more products gaining more of the market share and increasing profits.

		PESTEL FACTOR
	IMPACT ON BUSINESS




	SOCIAL


	· Demographics of the population
· Class structure, hierarchy, and power structure in the society.
· Culture (gender roles, social conventions etc.)
· Attitudes (health, environmental consciousness, etc.)
· Leisure interests


	Providing products for all ages, sexes, and education level puts Dixons at a competitive edge.
Targeting consumers with similar demographic characteristics helps maximize a company's sales and profits (Suttle, 2019).












TECHNOLOGICAL FACTORS
Dixons Carphone is a leading consumer electrical and mobile retailer in UK & Ireland therefore needs to be advanced in this area and lead by example. This gives them the opportunity to promote their own products and create more sales. Using modern technology saves time and increases the efficiency of jobs, however this may mean that less staff is required. Another downside of technology is cybercrime as experienced by Dixons Carphone when they were fined £500,000 after hackers targeted 14 million customers following a data breach (Eley, 2020).
		PESTEL FACTOR
	IMPACT ON BUSINESS




	TECHNOLOGICAL


	· Recent technological developments by Dixons Carphone competitors
· Technology's impact on product offering
· Impact on cost structure in Retail industry
· Impact on value chain structure in Consumer Services sector


	Competition with big online retailers such as Amazon means competitive pricing and offering better deals which may reduce profit.

To create a low-cost strategy to get the product at cheapest price and to be able to sell at the highest to gain maximum profit.














ENVIRONMENTAL FACTOR
Dixons Carphone aims to be a sustainable business and have been recognised in the FTSE4GOOD Index for their progress (Dixons Carphone, 2018). They also help customers reduce their environmental impact by providing low carbon products and offering waste electrical and electronic equipment (‘WEEE’) re-use schemes. As well as saving money for the company by recycling, these practices are helping the environment and giving Dixons Carphone a good reputation.

		PESTEL FACTOR
	IMPACT ON BUSINESS




	ENVIRONMENTAL


	· Climate change
· Laws regulating environment pollution
· Air and water pollution regulations in Retail industry
· Recycling
· Waste management in Consumer Services sector
· Attitudes toward “green” or ecological products
· Attitudes toward and support for renewable energy


	Global warming is affecting the way business are doing things and wanting to go green to improve the way things are done so it is not affecting the local environment. This may be costly but creates a good brand and attracts those customers who will only shop with businesses who environmentally friendly.










LEGAL FACTORS
It is important for Dixons to abide by laws set out by the Government to ensure the business is doing things the right way so that they are protected as well as colleagues. Rules and regulations must be put in place and made aware to all colleagues in training such as what they must do when they are collecting consumer data and how this needs to be protected so that it does not compromise the business.

		PESTEL FACTOR
	IMPACT ON BUSINESS




	LEGAL


	· Discrimination law
· Copyright, patents / Intellectual property law
· Consumer protection and e-commerce
· Employment law
· Health and safety law
· Data Protection


	Dixons Carphone need to comply with FCA regulations, in failing to do so may result in financial penalties as well as a bad reputation.
Staff must be trained in consumer laws so that they can provide the correct information and handle data when needed to keep Dixons on the right side of the law and retain their customers to gain maximum profit.













CULTURAL WEB OF DIXONS CARPHONE
Cultural web is a management tool (Fig, 1) discovered by Johnson (1992) for organisations to focus on the key aspects of culture and the impact they have on any strategic issues and also identifies any barriers to improve performance and gain the competitive edge. This theory is assumed to be a strong organisational culture among people who share the same values. However, this may not always be the case for those who form their own cultures through their visions and ideas about how tasks are be performed which often happens at Dixons. Brown (1998) highlights that differences in subcultures can be a key factor for conflict and can reduce the effectiveness of an organisation. As a company Dixons Carphone value culture very highly for the way employees interact with each other and the service that is given to stakeholders. 
[image: Corporate Cultural Web]
(Figure 1, Hsenidbiz, 2013)

SIX ELEMENTS OF CULTURAL WEB
1. STORIES
Sometimes referred to as war stories, there are employees who cannot wait to tell these stories to new employees. These might be from experience or stories they have heard themselves from others in the organisation. If there is a certain store with a high employee turnover or with managers often leaving, this is shared with new staff, this creates a bad image from the start. Other stories that are told on shop level are such as how employees are treated by management or who does what in the organisation, this can directly influence the new employee by giving them a negative view of what is to be expected. It is not always the bad, good is also talked about such as events that happen through the company like the annual Christmas ball which displays how the company sees their staff and creates team bonding.
2. SYMBOLS
There are symbols all over the shop floor and offices such as posters and notices to display the values of Dixons Carphone ‘We compare you save’, ‘We help everyone enjoy amazing technology’, these are just 2 of the vision statements the company goes by. These remind staff what they are working towards for their customers satisfaction. Also notice boards display employee of the month for a bit of fun and motivation for staff to work hard.
3. POWER STRUCUTRES
Locally in store authority is given to the store manager but they also have figures above them such as the area manager who often visits the store sometimes unannounced which can put the manager under pressure. There have been times when staff have not agreed with visions of managers and this can create conflict amongst them. Wallace and Hall (1994) who suggest that strong leadership teams are based upon a culture of teamwork and harmony in decision making. 
4. ORGANISATIONAL STRUCTURE
Dixons Carphone is a substantial sized company (see appendix 2), so the overall structure is a matrix-based structure as it is cross functional teams, a detailed structure is shown in appendix. Smaller hierarchical structures are formed on a local level where at the top is manager, then assistant manager, technical staff and below them is shop floor staff. Having structures in place clearly identifies where you are in the hierarchy and who reports to you and who you report too so clear communication can be conveyed across the departments.
5. CONTROL SYSTEMS
The standards and goals are set by management for employees, staff are given targets to aim for and when these are attained, they will receive commission or bonuses depending on the job role. Performance management is taken seriously for employees to reach their maximum therefore appraisals are done every month for any training that might be needed, and career development might be set for future goals. Reward and career development motivate employees and makes them feel they are an important part of the team.
6. ROUTINES AND RITUALS
The main routine at Dixons Carphone is management meeting first thing to catch up on where the store is with sales and products, if there are any issues these are discussed and then the targets for the day are set. The manager then reiterates the company values and shares any relevant information that the shop floor staff may need to know to carry out their jobs for the day. However, this can displease staff who do not like being told what to do and do not like working towards targets but want to work freely. Therefore, managers set in boundaries that staff must follow or disciplinaries and penalties may be considered necessary.













EFFECTS OF TECHNOLOGY
Technology has had a huge impact on Dixons Carphone especially as it is at the forefront of delivering technology to its customers. However, Saul Lopes Head of CRM at Dixons Carphone believes digital transformation should start with people and not technology (Sentence, 2019). The organisation must put in the necessary digital tools such as digital tills, epos systems, and iPads for employees to be more efficient to serve customers. No longer do they use pen and paper for stock take as it is now done on their own software called Pie which can log and locate every single product which saves time and money for the company as less items can go missing.
During Covid-19 businesses have become remote and Dixons have been one of the main suppliers, lockdown drives Dixons Carphone online sales by 188% (Nazir, 2020). This has meant their e-commerce side of the business has to be fully functional and updated to serve their customers. Online business has allowed for fast communication done in real time as customers are now sent their receipts through email which is more efficient for both. Online chat also enables for 24/7 communication for customers to get in touch regarding products or any technical issues.














ETHICAL DILEMMAS AT DIXONS CARPHONE
According to Fernando (2010) ethics is a conception of right and wrong behaviour if these actions are moral or immoral. An ethical dilemma might be a difficult situation that has occurred, and the right decision must be made to solve it. Examples of general dilemmas in business are harassment at work, selling products that are of less quality to what is advertised and information breach which can all have a dire impact on the organisation.
Ethical dilemmas Dixons have faced have been employees stealing mobile phones, staff falsifying targets and staff making sales by giving customers incorrect information. After several stock takes and inconsistencies showing up this raised suspicion to managers. Investigations began to see what has happened, they checked the shifts of when these phones could be possibly misplaced and who was working them. After thorough checks and interviews, cctv was checked and footage showed an employee throwing away unusual amounts of rubbish through the back exit. This also revealed that the said employee with the help of the security guard was coming back after closing to put these bags into he’s car boot which turned out to be thousands of pounds worth of mobile phones which was a huge loss for the company. After management gathered enough evidence to prove this, they then called in the police arrest and interview these employees were then dismissed.
After basic salary employees can earn extra bonuses by sales in store and repairs in logistics. The more phones that are repaired the more bonus you can earn, so employees that get driven by bonuses might sacrifice quality in one case an employee was adding extra phones that he had not repaired to he’s list. The manager on the shift realised he’s worksheet was getting filled up rather quick for a fairly new employee, so she then started to investigate once he had left he’s shift. She came to realise that the phones on he’s worksheet had not even been touch so he was adding false numbers. After speaking to senior manager and getting HR involved, they then interviewed the employee and the evidence was presented which was hard for him to deny. He was fired, obviously he could not get away this and was not fair on the other hard-working employees. 
Some stores are so target driven, this leads to employees misleading customers into buying products, this is not right and not what Dixons stand for as a global company. If this way of selling is used it creates more loss for the company and gives a bad reputation to gain new customers and other stakeholders.



CONCLUSION
From the project that has been done it shows that Dixons Carphone strives to build a good workplace culture as a global business. The aspects they can build on to improve on this can be further train or hold special training day events for employees who divert from the culture of the business to instil in them the values and vision of the company. Also, to move away from unfair practices of staff to earn commission and bonuses to motivate staff they could possibly increase the basic pay and be more flexible when it comes to reaching targets. Staff then will not feel so under pressure to wrongfully sell and cut corners to reach targets. Charles Handy (2007) argues that the key to successful organizations lies in a better understanding of the needs and motivations of the people within them. Overall Dixons Carphone want to have a good reputation, happy workforce, and satisfied customers.
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APPENDIX 1
QUESTIONNAIRE FOR WORKPLACE CULTURE
My name is Halema Khatun and I am a Level 5 student at University of Wales currently doing a module on workplace culture. If you could kindly answer the following questions to help with my studies would be greatly appreciated.

1. What stories do people tell new employees about your organisation?


2. Do you have any routines that are emphasised?


3. Are there any status symbols used?



4. What is the formal line of authority?


5. Do employees get rewarded for good work?


6. Who makes or influences decisions?


7. Have you had to manage any ethical dilemmas?
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