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Scenario
As every Wednesday at Pert a Manger are coming different report suck as closing week, performance review and mystery shopper report. The most important for crew and manager is the mystery shopper.
What is a mystery shopper? Is a specialist in customer satisfaction research, that at Pret visit in regular weekly basis to track service given to customer, cleanliness of the shop at time of the visit in a customer prospective, and quality of food. The employee and the manager they do not know when the mystery shopper can visit so this is the reason why them standard should be high at all the time.
When the mystery shopper visit the shop do not look at the hierarchy of people present in shit at moment of the visit but genuinely is more focus on the manner is served if the person is friendly ,smiling ,making comment ect.
As result of the report this week can show a poor service given to customer ,good cleanliness of the shop ,and good quality of food and speed of service.
At moment of the visit the person who serve the mystery shopper was a Barista called Bryan , in the report the MS is describing Bryan as disinterested ,in bad mood, and slightly rude. Very bad result that make not only the team loose the £1 bonus for every hour worked in that week, but even make the reputation of the shop going deep down from a previously week score of 9 out of 10 to 3 out of 10 for the current week.
Monika that is the general manager of the shop is calling Bryan to the office to analyze together the report that is highlighting the bad customer service provided to the customer.
Outcome of the conversation is that Bryan that day was tired and in bad mood because of family problem , he did apologize and tell Monika that wasn’t going to happen again.
When Bryan come back to the floor to finish his shift, one of his colleague Jesus approach him and start to blame him about the fail mystery shopper and he is accusing him of the loss of £50 pound on his payment for that week (mystery shopper bonus), they start to talk in them mother tongue and raising their voice even in front of the customers. At this point Monika hearing the voice is reaching the guys and tell them to stop arguing and to go in the office immediately. Once all 3 are in office Monika ask them what happen and why they were shouting in font of the customer? Jesus is taking the responsibility of the start of the fight because is upset for the MS result . At this point Monika explain to Jesus that is true Bryan he didn’t keep good standard but it make Jesus understand that everyone can have a bad day the importance is learn from the mistake . So Jesus understand and apologize to Bryan and Bryan apologize for the result  .



Introduction
Pret a Manger is the name of a leading company that is famous for its tasty, healthy, organic confectionery items. They are the international brand chain that in the confectionery industry that have footprints in around 9 countries. £776 million. The core offering of the company is the handmade, tasty sandwich that would attract customers to devour more and more. The company also offer other foods like coffee, sushi, soup and other organic products. The company offers various services and products to its customers in the whole world. To serve the customers on a global basis, the company has a large pool of employees around 12,000 in number.

To manage the large pool of employees, the organization has developed a linear organizational structure. The authority line goes directly from the upper to lower direction.  The organizational hierarchy is very linear. However, the organization has managed to form a culture that put foremost importance on the needs of the customers. They articulated their mission to increase the quality of customer experience with their handmade sandwich and organic products that are completely environment-friendly. 
To manage the huge employee pool, the company has divided its overall functions into various departments. Marketing, management, finance, human resource department can be cited as some of the departments. Generally, each department works to accomplish its desired and specific goals. But this function varies while they want to extend their operation. Then every department works together.
However, behind the success of Pret a Manger, the contribution of leaders that lead the different departments and portfolios. They work as a motivator, problem solver, delegate, liaison in Pret a Manger. They have managed to ensure effective communication, teamwork in their overall performance. That is why their performance demands appreciation as effective. 
At present, emphasizing on the mental state of the employees is very much important. Employees that are high in mental health can depict maximum productivity. So, the management of Pret a manger also focuses on the mental state of the employees and try to solve their problem. Not only that, but the management of the firm also motivates its employees in response to the behavior of their employees. The behavior of their employees is shaped by various factors such as age, values, organizational hierarchy, participation and so on. The factors are overall satisfactory. That is why they have been the 3rd leading chain in their operation.
Every employee, in the course of their work, is motivated differently. Having a clear understanding of what drives each team member to perform well can be critical to the company's success.
Productivity is linked to motivation: satisfied and motivated employees work more effectively, resulting in an increase and improvement in their performance.
 Many managers think it is the duty of every employee to do the job they were hired for and do it at their best.
It is certainly a legitimate belief; however, recognition is a very important part of the relationships between employees and managers. In this way, in fact, an emotional connection is established: the fundamental element that can stimulate the commitment of employees and meet the basic needs of each individual of esteem and belonging within a group.
A particularly effective strategy when it comes to recognizing the team's achievement is to recognize a result in the most personalized way possible: some like a public recognition in front of the whole office, others prefer an individual and confidential email.
Even more important for a company like Pret a Manger is the way the customer feel when visit the shop, so is a win win recognize an employee when is doing a great job so they will feel motivate to treat the next customer even better. But also is very important have a conversation between manager an employee in case is not performing well not giving his\her best in workplace, having a talk with  an employee is always a good choice as it can open up a bigger picture where maybe we can realize someone is not fitting to work at moment because of personal issue or mental problem that if not correct immediately can influence the rest of the team and a bigger amount of customers.
Managers are trained to take in consideration different aspect before talking to an employee and when the face any kind of problem in workplace, but sometimes situation are different from book so a good manager is a good improviser too.
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Organizational structure, culture, workforce have a direct correlation on the dashboard of organizational performance. If the variables are addressed and optimized, then the performance will improve. And if otherwise, the performance may be affected. 
Organizational structure refers to the organizational diagram of reporting within the organization (Wysocki, 2019). To be more specific, this denotes the pathway and boundary of authority and responsibility of every employee. Various types of organizational structure can be hierarchical, matrix, network, division and so on. But to utilize the workforce and responsibilities, Pret a Manger uses ‘Hierarchical Organizational’ structure (Emerald Insight, 2020). This structure focuses on the direct and linear flow of organizational authority (Saloner, 2018). But their organizational structure is not only limited to merely giving orders. They have extended their structure to urge employees to provide their feedback, being creative and so on. Thus, this hierarchical structure has been proved amazingly effective for them.

Organizational Culture’ is the collective notion, belief, and attitude of a group of people in the organization (Gezon and Kottak, 2014). The organizational culture can be adhocratic, clan, market and hierarchy in nature. The ‘Market Culture’ is one type of culture focusing on the emphasis on the market and customer demands along with the notion of goal accomplishment. This culture helps human resource in the organization to be more customer centric. Pret a Manger generally follows this type of organizational culture. Their culture is emphasized on the need satisfaction of customers in their worldwide basis of operation. Their market culture urges each of their employees to become bold, customer-centric with a touch of creativity (Manger, 2020). This culture has made all their human resource to be more and more performance oriented. Monika, it impels every employee to be productive which results in the high growth.
Employees can be regarded as the life of the organization. All the resources will be futile without the existence of the workforce (Mahapatro, 2010). By understanding this fact, Pret put foremost importance on the development of their large employee pool. As they pledge to offer the homemade snacks to the people, the excellence from the part of the employees is very much obligatory. Every year, they arrange a wide array of training programs just to sharpen the skills of their pool of employees. Again, Pret focuses on the boldness and creativity within every employee. Thus, they urge every employee to possess these attributes as much as they can. 
Again, the employees’ expertise is affected largely by the organizational culture, structure. The market culture with the assistance of hierarchical organizational structure persuades employees to get more oriented towards attaining their stipulated responsibilities and goals (Wilson, 2017). And this ultimately makes employees go beyond their boundaries. And all this result in the improved performance of the employees. And developed and efficient human resource ultimately results in improved organizational performance. That is why Pret has been the 3rd leading company in the context of savvy confectionery items (About Pret | Pret A Manger, 2020). 
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In the ‘Process Approach’, management allocates the responsibilities and departments in such a way that would supplement the attainment of a goal and each department acts as an important and inevitable element of the organization like observed in the process (Williams, 2013). In turn, ‘Functional View’ emphasizes the division of the whole organization into various functional departments. Various departments in the organization try to serve various purpose and responsibilities. Pret a Manger follows both types of design in its overall management function. Their management functional design has been suited according to the context of the condition. In the overall operation procedure, Pret generally follows the functional style as they must serve almost a large number of customers. To match with their daily operations, they have divided their organization into various departments like sales, delivery, public relations, marketing, finance, and accounting and so on (Emerald Insight, 2020). Each department tries to dispose of a specific function stipulated by management. Furthermore, they have around 389 outlets in the United Kingdom which are quite difficult to manage effectively (Pret A Manger UK store numbers 2014-2018 | Statista, 2020). 



Role of leadership: Leadership is the process of motivating the pool of employees and persuade them towards the attainment of the goal (Burns, 2012). Hyman can be cited as the leader of the sandwich chain. Under his leadership, the firm has been a major brand. However, they are enriched with other leaders acting as the marketing, finance,  and other departmental heads. The role of leadership in the context of Pret a manger  is in the following:
1) Area manager: If a leader can portray the virtue of effectiveness and efficiency with the essence of diligence, then the workers will do the same (Marques, 2016). At Pret a Manger, Monika  has been a proved leader who is the epitome of innovativeness, diligence and efficiency.  She acts as a role model in the organization. Her leadership has helped Pret and Manger to go a long way.
2) General manager: A leader understands the mindset of his/her workers and satisfies them with the necessary incentives (Daft and Lane, 2015). As a fact, the whole employees get motivated. At Pret, Monika and other leaders also acting as a great motivator. They sense the monetary and non-monetary needs of the employees and facilitate them with the required incentives. 
3) Leaders : A leader leads the organization and represent the whole organization (Barraclough, 2016). At Pret and Manger, various department heads work as liaisons of their respective pool of employees. 

Determinants of leadership and management: Various factors work as a determinant behind the effectiveness of management and leadership. At the Pret and Manger, these determinants can be:
1) Communication: If an organization can ensure the effective flow of communication, then the desired messages will be pass on to the workers and result in the accomplishment of the goal (Ober and Newman, 2013). This accomplishment proves that leaders and management are effective enough to articulate their messages. At Pret and Manger, there is a 360° communication system through which anyone can provide feedback. Monika it can be an example in our scenario of management and leadership.
2) Teamwork: If the whole pool of employees is very supportive and like to work and think as a team, then the management and leadership will be successful (Ivancevich and Konopaske, 2013). At Pret a Manger, there are the presence of various process and functional roles. Each roles works as a team. Not only that, but there is also huge co-ordination and co-operation among roles. This indicates their management and leadership effectiveness.   
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Behavioral Management: The behavioral approach to management is quite a new idea in managing the pool of employees in the organization. Behavioral management is the process of identifying the mental state of the employees and taking necessary measures so that the mindset of the workers shaped towards the attainment of the organizational goals (Hersey, Blanchard and Johnson, 2017). The behavioral management approach has proved that the psychological support for employees is very much needed for the accomplishment of the goal. Pret and Manger try to implement this management perspective since its establishment. They have been the favorable workplace to work on. They focus on motivation based on the mental state of their workers.  behavioral management perspective urges management to identify the mental state of the workers and recommend management to develop the necessary measures to satisfy and improve their mental state which result in the productivity. The behavioral perspective articulates the direct relationship between mental state and work performance (Hellriegel and Slocum, 2011). This perspective is very much influential because it helps the management to impact the mindset of the workers. Again, the behavioral perspective helps management to develop a guideline that would ensure the proper need for satisfaction (Waal, 2013). However, this perspective is quite a time and resource consuming. To identify the mental state of every worker is a lengthy process. Also, the incentives may not be suitable for all the workers.
Determinants of behavior: Factors that affect the variety of individual behavior in the organization are in the following:

1) Age: Age has been an important determinant behind the variety of behavior in the organization. Generally, people are divided into baby boomers, generation X, Generation Y. Each generational group holds different expertise and views (Ives, Cossick and Adams, 2019). These characteristics result in behavioral variety in the organization. Generally, most of the employees at Pret and Manger belong to generation X. Also, they encourage youth to choose their place as a workplace. They provide various opportunities and facilities to the workers of various ages. Pret and Manger have an employee pool of around 12000 in number (Partington, Butler and Neate, 2020). And the generational variety is also observed here. 

2) Values: Values are vital in shaping the behavioral pattern in the organization (Benn and Benn, 2012). The organization that states engaging and enriched values to its employees are generally regarded cordial to employees. However, personal values also impact organizational values. If the personal values of employees match the organizational values, then the employees will express engaging and dedicated behavior to the organization (Barraclough, 2016). And if otherwise occurs, the employee will express different behavior. Pret has developed values that are the extension of personal values.

3) Organizational structure: If an employee finds that the structure within a firm offers him/her ample opportunity to grow and provide opinions, then he/she will express positive behavior to the company (Hersey, Blanchard and Johnson, 2017). And if the organizational structure does not offer ample opportunities, then he/she may express negative behavior. At Pret, there is enough opportunity for an employee to contribute to progress march. So, employees express positive behavior.
.
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Conclusion
The organization that can ensure a healthy relationship among structure, culture and people are sure to succeed. Similarly, effective leadership and management enhance the progress rate of the organization. And Pret has done the same. They not only have managed to ensure a healthy balance in the organizational structure, culture and people but also managed to make the best use of their leadership. Also, they have effectively used the behavioral state of their employee pool. That is why they are the company with the most sold sandwich items and occupying the 3rd position in the global market (About Pret | Pret A Manger, 2020). 
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