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The Old Railway Garden Centre is a place I have visited many times through the business or leisure. I have observed its standard of customer service as well as behaviour and management practices. This is why I have chosen to focus on this business in my analysis and link it to my own experience as a business owner in garden and landscaping. It provides an award-winning reputation in Wales and therefore is useful in analysing its management functions as a successful business. 

The Old Railway Garden Centre is likely to follow that of a functional, hierarchical structure since it is a large award-winning centre using more structure than other garden centres. As it specialises in different areas with each a specific function it falls into functional organisational structure as employees have different roles and responsibilities. With this clear responsibility, job allocation also demonstrates a clear chain of command, showing us the hierarchical elements in the business. By supporting this structure correctly, it can contribute to motivation and enhance psychological well-being in staff (Afera., 2025). Observing the way in which employees engage with customers it is likely that this business has a participative leadership style as staff are confident and knowledgeable without needing support or approval from management. This style of leadership has had significant effects on job satisfaction, motivation and teamwork. Staff who have a dissatisfaction are more likely to cause problems in their work through productivity and hinder the company (Daud et all., 2024). The potential opportunity that leadership must empower those within a business can help to positively affect work engagement (H., 2017). There is also evidence that this business has a transformational leadership approach since it has a high reputation with high customer service standards. This approach allows staff to be motivated through shared goals or vision. However, since its reputation is high it also creates a limitation. Now, only those who are trained can represent the business and therefore may be more difficult to fill vacancies. 

Motivation at The Old Railway Garden Centre appears to be high, reflecting in staff behaviour with customers and overall service quality. Since they are engaging and approachable it suggests both intrinsic and extrinsic motivation are effectively being managed. When work is more creative and is supported by management, staff engagement with work and employee motivation increases (Aldabbas et al., 2023). When staff show enthusiasm and engage with customers with knowledge not just basic understanding of plants it reflects the reputation, providing a sense of achievement and pride in their work. This aligns with Herzberg’s Motivators of achievement, recognition and meaningful work. The structured work environment and clear job roles act as hygiene factors, preventing dissatisfaction and creating extrinsic motivation. Businesses are slow to identify that job satisfaction is a top priority and an amazing opportunity to be more creative and productive, making them more committed to their employers (Peramatzis, & Galanakis., 2022). This business appears to meet multiple levels of needs. Wages and working conditions, teamwork across departments and recognition through responsibility and customer interaction. These show the basic, social and esteem needs suggested by Maslow’s Hierarchy of Needs. Employee motivation is influenced by motivators and hygiene factors because of the need for self-growth (Alshmemri, et al., 2017).  Job satisfaction appears high, showing signs of friendly interactions, confidence in independently handling tasks and demonstrating professional behaviour. This shows us that employees feel a sense of value and work in a positive working environment in a role that they comprehend. If an employee shows discipline in their work and prioritises customer service this shows their love for what they do (Ramirez-Lozano et al., 2023). Motivation is strongly influenced by management. During high stress periods managers often create alliances as strategy to reduce the negative impacts, using teamwork and delegation to get through (Taşgit et al., 2023). Factors from participative leadership, functional structure and training increase engagement, performance and satisfaction that makes employees feel involved. The limitation of this comes when busy periods, specifically spring and summer can cause stress and a work overload. The repetitive tasks could lead to reduced motivation and disengagement over time. Another limitation seem in this environment is that have such a large structure may limit promotion opportunities for some staff. Looking at my own experiences, when managers fail to engage employees, give praise or recognition for hard work the business begins to see high turnover rates. This has the potential to bring down whole businesses. 

Effective internal communication and perception of roles is highly important in a large multi-department environment, and The Old Railway Garden Centre demonstrates good practices. It shows coordinated staff, responsibilities are clear, adding to the efficiency of daily operations and positive experiences. It seems that it has a combination of formal and informal communication methods. Strategies like regular meetings and integrated systems positively impact collaboration, speeds up workflow and helps to understand the businesses goals and values (Yulistiyono et all., 2024).  At The Old Railway Garden Centre staff communicate verbally with quick coordination between departments for advice or support in busy periods allowing for flexibility and strong teamwork. Although less visible it is required for staff to be trained in certain areas and likely follow rotas and scheduling from management or supervisors. This ensures consistency, organisation and gives clear expectations from the staff. This reflects a mix of formal structures channels and informal communication networks, and the balance is important where efficiency and flexibility are needed daily. Staff perception of roles appears to be clear with a deeper understanding of their roles than other businesses, which is important in a functional structure setting. The evidence for this is staff who are assigned to specific areas demonstrate a high level of knowledge in their area and customers are easily directed to the correct staff member when needed. This level of clarity shows. Defined responsibilities and efficient task allocation. Despite clear roles we do see some flexibility as staff need to adapt to customer needs in a dynamic work environment. This aligns with Role Theory and job enrichment. The impact strong communication and roles have in this business show efficient customer service, higher confidence in staff with less errors and better teamwork. When employees know when they are responsible, when to involve others and how to meet needs they help the business to succeed and thrive. If companies compensated using monetary and non-monetary rewards it would not only benefit the employee and enlarging opportunities like these will only expand their motivation and organisational success (Tumi et all., 2021). However, the limitation of informal communication can lead to missed messages or delays, especially in busy periods and new employees may initially struggle to understand the role boundaries as previously mentioned.

Culture shapes employee behaviour, customer experience and the overall effectiveness of the business. Through observing the way staff work I would suggest a customer focussed and community orientated culture which is likely why they have won awards. Staff have a clear focus on customer satisfaction, engaging politely and proactively engaging with customers demonstrating expertise or advice and the layout of the property is easy to understand with signage and displays creating a welcoming environment. According to Schein’s model of organisational culture the centre artifacts, espoused values, and underlaying assumptions all show a culture that puts quality and customer experiences as a priority. It also fosters a collaborative culture with staff as they assist one another reinforcing teamwork and increasing engagement. This aligns with employee motivation theory, enhancing satisfaction and performance. We can then look at its professionalism and consistency. We see a smaller management team, but professionalism is demonstrated in all areas of this business. Staff training is needed to provide consistent service quality to its customers, and this reflects strong organisational culture where values are embedded in daily practices. At the same time, flexibility and adaptability are embedded into the culture, meeting trends and seasonal demand. This type of culture effects employee motivation positively and boosts its award-winning reputation. 

To conclude this analysis of The Old Railway Garden Centre, combined with my own experience of their business with organisational theories it provides a deep understanding of the key functions involved in the day-to-day operations in this business. The garden centre’s functional organisational structure and participative, transformational leadership style is shown through the environment in which employees feel supported and motivated. The positive effects are shown through efficient teamwork and job satisfaction. However, periods of intense work through spring planting etc highlights areas which are at risk if employees are not supported enough. This can be addressed through better communication systems and management of workloads which would have a positive effect during these periods. This analysis reminds us of the importance of integrating theory with practical observation and concepts like Herzberg’s motivation theory in real world businesses. Overall, it shows how thoughtful and well-structured management practices aligned with organisational theory will drive this business to be successful, continue to attract the public and give it the award it is known for whilst continuing to drive employee engagement and satisfaction. 
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