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[bookmark: _Toc112050180]Executive Summary
Workplace culture comprises the existing unwritten behaviour, beliefs, and customs that spell out an organisation’s structure, power, and decision-making process (Tipurić, 2022, p. 187). A workplace has a structure of concepts and ideas, traditions, customs, habits, and procedures enabling employees of a given organisation to perform their duties effectively. Culture dictates the behaviour of employees and the outcome of that behaviour, eventually dictating the performance of the entity’s functions (Balaji et al. 2020, p. 7). An organisation’s culture distinguishes one organisation from the other, bringing a sense of identity to the workforce. It also allows the staff to realise broader organisational commitment other than their interests.
Organisational culture has a role in the performance of the employees and the overall company performance. An influential workplace culture results in satisfied employees, which contributes to the company’s success (Al-dalahmeh, Khalaf, and Obeidat, 2018, p. 19). Together with several external factors, such as the COVID-19 pandemic, a workplace culture impacts an organisation’s performance and determines the rate at which a company grows. This report will analyse some of these external factors affecting the performance of O2 Telecommunication Company, factoring in COVID-19. PESTEL and Porter’s five analysis model will analyse these external factors.
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Effects of External Factors along with COVID-19 and Ethical Dilemma on Organisational Culture and Performance – The Case of O2
[bookmark: _Toc112050181]Introduction
O2 is the most prominent digital telecommunication company in the United Kingdom. According to Ofcom, O2 has been ranked the highest among mobile providers in terms of satisfying its customers. This digital communications company serves over 306.6 million clients worldwide and over 23 million in the UK (Park and Kwon, 2019, p. 7). It runs 2G, 3G, 4G, and 5G networks across the United Kingdom, with the 4G servicing 99% of the UK population and 5G in use across over 300 cities and towns ((Park and Kwon, 2019, p. 7). In addition, the company operates O2 Wi-Fi and owns 50% of Tesco Mobile Company. It has a current fixed network serving 15.6 million establishments. O2 has slightly over 450 retail shops and is sponsoring The O2, England Rugby, and O2 Academy venues (Park and Kwon, 2019, p. 7). The company aims to become carbon neutral by 2025. For it to realise this goal, it is placing its investment on tools of the digital workplace in Microsoft 365 together with groups that will help in the realisation of these goals.
Just like with all other sectors, the COVID-19 pandemic presented an uncertain period and posed various challenges to the O2 Company in terms of how it carried out its operations. The staff were allowed to operate from home and ensure all vital functions of the company went on uninterrupted. Such functions included ensuring stable mobile network coverage at all times. It was to happen even when restrictions to commute to sites belonging to the company were restricted, only allowing virtual meetings. The company’s objective is to offer a technology that comes up with new, inspiring, and personalised experiences to over 35 million individuals.
[bookmark: _Toc112050182]PESTEL Analysis of O2
The PESTEL framework looks into the forces of the environment, referred to as external forces affecting an organisation, and the company is incapable of controlling them (Samusenko, Plaskova, and Prodanova, 2020, p. 248). It is critical to analyse the O2 Company as it enables it to be ready to handle the situation that may adversely affect the company if not identified. PESTEL analysis tool is commonly utilised in planning strategically and managing the effects of external environmental factors on the organisation, as it allows the management team to make wise decisions.
[bookmark: _Toc112050183]Political Factors
They are important as they determine the sustainability of a business over time. A number of political factors by the O2 Company in ensuring it is enhanced in readiness for changes in the political environment so that it can have long-term survival.
[bookmark: _Toc112050184]Stability
Political stability influences the confidence the investors and customers hold for a business, hence impacting the economy. When there is high instability in politics in a region, the consequences are felt on the investment, consumption, and the eventual growth of the economics of an organisation. The area O2 is geographically positioned in is presently going through political instability brought about by internal and external conflicts. If the organisation does not acknowledge and understand the political chaos, there would be challenges in realising the objectives in terms of growth. It may result in the unwillingness of the organisation to invest in new capital.
[bookmark: _Toc112050185]Uncertainty
Political uncertainty occurs following the frequency in which a government changes its regulations and policies. When a government changes its policies frequently, the performance of a business is affected, as it becomes a challenge to decide because of the present uncertainties (Sharma et al. 2020, pp. 190). O2 must scan the political environment to allow fast adaptations to the new policies and realign their strategies accordingly.
[bookmark: _Toc112050186]System of governance
The present system of governance is democratic, so it is positively impacting and friendly for business at O2. Economic freedom comes with having a governance system that is democratic as it enhances free trade and entrepreneurship to the befit of O2.
[bookmark: _Toc112050187]Taxation (fiscal receipts)
While deciding on expanding their business to other regions, O2 must review the taxation policies specific to the industry. In most cases, the policies are lenient to industries that are a priority to the government. For instance, developing countries quickly reduce taxes for corporates with the primary objective of attracting foreign direct investments. During their expansion, O2 should consider venturing into these countries as their profit margins will be more significant. The low taxation policies will facilitate Innovation, the introduction of new products, research, and development activities.
[bookmark: _Toc112050188]Policies of trade
As O2 makes decisions about its expansion, it would be necessary to look into the current regulation on trade carefully. The company leadership should choose places having flexible or free trade agreements. The region they are presently considering is having their restrictions on trade reduced to allow a conducive environment for foreign investors. It is beneficial to O2 as they are into growing internationally businesswise.
[bookmark: _Toc112050189]Economic Factors
These comprise the variables affecting the capability of a business to realise its economic goals. Every business should strive to understand these elements for effective management and predict the business’s short- and long-term growth in the given sector. Economic factors likely to affect O2 digital companies are discussed below.
[bookmark: _Toc112050190]Financial markets efficiency
There is also positive economic growth when there is high efficiency in the financial markets. The positive relationship between growth and effective financial markets makes it easier for the accumulation of capital, and it becomes easier to produce goods and offer services. A country with highly effective financial markets would be suitable for O2, as it would easily facilitate the accumulation of human and financial capital. Therefore, O2 should keep a keen eye on the efficiency in the financial markets to maintain its competitive advantage.
[bookmark: _Toc112050191]The rate of economic growth
In their decision on international market expansion, it would be critical for O2 to evaluate the economic growth of the prospective country. More opportunities are presented in countries with high economic growth compared to those with slow economic growth. Additionally, countries with high economic growth allow for long-term business objectives to be realised while a slow-growing economy could affect the revenue growth of O2 as the consumers become cautious in how they spend.
[bookmark: _Toc112050192]Inflation
Inflation is another factor that could impact the O2 business. When the inflation rate rises, it could negatively affect the growth in revenue of O2, which in turn would result in a decline in the money purchasing power. It discourages and affects how consumers spend on services and goods.
[bookmark: _Toc112050193]Interest and exchange rate
The profitability of a business is affected by changes in the exchange rate. For O2 to make the proper anticipations in avoiding undesired trades and effects on its performance, they need to research the changes that often occur in exchange and interest rates. When the interest rates are high, so are the interest payments, hence a higher cost in loans already taken by the company.
[bookmark: _Toc112050194]Labor demand and supply
How the O2 performs in business depends on its employees’ competencies and skills. The availability of a competent workforce on time facilitates its success and helps maintain its competitive advantage. Through research, O2 can evaluate the trends in demand and supply of labor to understand how they would effectively recruit a skilful and competent workforce. When the labour market becomes rigid and has powerful worker unions, it becomes a challenge for businesses, such as O2. Such a market could pressure O2 to raise the employee unfairly or even stop the production process when a strike call is given. Therefore, it is critical that O2 analyses the dynamics of a region’s labour market, predict its trends, and make necessary adjustments to its strategies.
[bookmark: _Toc112050195]Social Factors
These represent the main demographic elements, social norms, values, and customs that belong to the society in which a particular business operates. it is important that O2 adapts to the social-cultural environment in which its business runs to avoid business failure.
[bookmark: _Toc112050196]The consumption behaviour
This factor is closely linked to economic factors. The more the consumers have disposable income, the more they will spend on goods and services. They spend their income to enhance their lifestyle, giving them an opportunity for growth. When the consumers are willing to spend on their income, O2 will find it easy to introduce new services and products in the market, giving a high chance of revenue growth. Consumers in these modern days are increasing their demands. O2 must evaluate its consumption preference patterns carefully so that the company would adopt the marketing mix strategies.
[bookmark: _Toc112050197]Cultural and societal norms
Every country has unique cultural values, norms, and traditions that influence its consumption behaviour. O2 should carry out extensive analysis to enhance their knowledge of local consumption. O2 is an international organisation, and it could be challenging for them to understand some of the cultural values and norms of specific regions. Consequently, O2 could have a partnership in a business established with the players in the local market to help them understand the values and culture to influence their consumption behaviour.
[bookmark: _Toc112050198]Gender
The gender role in a particular society could influence the strategies of the human resource management at O2. It is because the company could find it a challenge to make sure there is a diversity of gender at all levels of management, especially in countries that consider women as the primary controllers of responsibility concerning domestic management.
[bookmark: _Toc112050199]Technological Factors
The business world of today has experienced rapid development in technology. Many organisations are investing in upcoming technologies that help them compete (Martin and Atteh, 2021, p. 49). Especially in recent times, when there was the COVID-19 pandemic, technology has helped many businesses to stay afloat, particularly with the use of social media in business enhancements. The O2 company must research the existing and future technological trends to ensure the business survives for a long time.
[bookmark: _Toc112050200]Innovations in technology
The technology innovation rate and its development may affect an industry and the entire market. O2 should be at the forefront in researching the trends concerning technological trends to understand the rate at which products are developing, how long the product cycle is, and the innovative features most preferred by consumers. O2 needs to understand how the consumers feel about the new technology, especially in the digital sector. This would help the company decide on whether to open up physical outlets, or they should take the e-commerce route. This decision would be helpful primarily due to health concerns following the COVID-19 pandemic. When the competitors shift to investing in automation technologies, the O2 would be pressured into shifting to procedures that are automated from the manual procedures. O2 should invest in appropriate technological innovations to perfect the users’ experience, gain efficiency in their operations, and have a positioning as an innovative organisation.
[bookmark: _Toc112050201]Development and research
This refers to how O2 would take up the introduction of solutions concerning Innovation about the needs of their clients. First, O2 should fully understand and find out how the organisation will benefit from the emerging innovations, together with the value creation of their customers.
[bookmark: _Toc112050202]Environmental Factors
These are the factors the company should consider for the environment's protection and sustainability.
[bookmark: _Toc112050203]Environmental regulations
These are the policies put in place so that businesses can reduce environmental harm. The O2 should enhance the image of its brand for sustainability purposes and encourage responsible consumption practices.
[bookmark: _Toc112050204]Increasing renewable energy use
The growing use of renewable resources has resulted in a decline in the dependence on natural resources in many sectors. O2 should be aware of the extent to which a country’s technology infrastructure is in support of renewable technologies.
[bookmark: _Toc112050205]Legal Factors
These factors offer detailed and particular information concerning various regulations and laws, safety laws and health, and laws protecting the consumers. Organisations should abide by all the rules and regulations of the country from which they operate to avoid expensive lawsuits.
[bookmark: _Toc112050206]Employment laws
Employment laws include all laws that protect the rights of employees, such as equality, wages, fairness, safety, health, and inclusion. While expanding to new territories, O2 should ensure their safety in the work environment. The company should comply with a country’s employment laws so as to strengthen its image as an employer, as it attracts and retains the qualified top talent in the market.
[bookmark: _Toc112050207]Consumer protection laws
Many countries have put in place federal and state laws to protect consumers from being exploited by business organisations. Concerning all the transactions that are done online, O2 is expected to comply with regulations on data protection to avoid lawsuits. Countries have different regulations concerning discounts, quality, refunds, credit terms, misleading advertisements, and maximum pricing.
Taking this PESTEL analysis on O2, would enable the organisation to make business strategies that will be successful. Understanding the dynamics involved in the external environment allows O2 to make accurate decisions on their plans to expand their business to international regions. By timely identifying opportunities and risks brought about by the external environment, O2 could gain a competitive advantage and adapt to alternative business strategies.
[bookmark: _Toc112050208]Porter’s Five Forces
By analysing an organisation using Porter’s five forces of competition, O2’s profitability and competitiveness can be recognised.
[bookmark: _Toc112050209]The Threat of New Entrants
Generally, the threat of new entrants is high. When Tesco mobile became successful, a war ensued over the share of the mobile market with MVNOs that share network signals with robust telecommunication network operators. For instance, ASDA launched in 2017, sharing its signal with Everything Everywhere (EE).
[bookmark: _Toc112050210]Bargaining Power of Supplier
The power the suppliers have to bargain is low. O2 is a service industry, and Telefonica supplies its products to prospective and existing clients.
[bookmark: _Toc112050211]Threats of Product or Service Substitution
The threat of substitution is high. These times require awareness to be made following how developed the phone services are on the internet. These services include Skype or applications on mobile phones, such as Tango and Viber. When the services include the same phone calls with the provision of unlimited minutes, mobile services consumers could do away with using the limited minutes in making calls.
[bookmark: _Toc112050212]Buyers Bargaining Power
The bargaining power of buyers is generally high. In the mobile network industry, the packages and products are not differentiated, allowing consumers to have low costs when switching to a new service provider. In addition, UK economic recession has impacted the market growth resulting in consumers being sensitive to the prices of products offered. It has also become quick to transfer information via the internet, so consumers may compare services and prices online before settling on a service provider that favours them.
[bookmark: _Toc112050213]Rivalry among Existing Firms
Rivalry is generally high among the firms in the telecommunication industry. The UK mobile industry is the most competitive in the world. Recent additions of alternative infrastructure provide a new phase in the industry, allowing consumers to choose from various service providers. The leading players in the market are O2, BT, and Vodafone. The market of telecoms service providers in the UK is overflowing and is continuously re-inventing itself.
[bookmark: _Toc112050214]Organisational Culture at O2
Organisational culture refers to the expectations, practices, and values that lead and inform how team members should act. They include the elements that define an organisation. An organisation with a functional culture enhances performance while a dysfunction hinders a company’s success (Duchek, Raetze, and Scheuch, 2020, p. 394). Currently, O2’s management adopted the culture of Microsoft Teams, whereby about 10,779 company means to collaborate and do their work effectively (Madakam, Holmukhe, and Jaiswal, 2019, p. e201916001). Employees no longer need to meet face to face for work to be done but can meet virtually via Teams. The Teams tool has allowed the company to save on money and, at the same time, switch to working ways that are efficient and sustainable. Since the adoption of Teams by O2, there have been reported improvements and growth in the company. Presentations and co-authoring documents go on in real-time during the Teams virtual meetings. The app contains all the resources the employees need to work.
This new working mode allowed over 8,500 employees at O2 to work remotely when the COVID-19 pandemic struck. For instance, during the pandemic, there was continuity of work in an IT project (dubbed as Transformation project), whose purpose was to update the back-end systems of O2. Before COVID-19, meetings concerning the project were held in person, so it limited the number of people attending. After adopting Teams and remote working due to the pandemic, the meetings were effectively conducted, completely transforming the project. Driving to head office for meetings was so disruptive. Presently, there is no time spent on traveling, and employees can work productively instead of spending much of their time in traffic.
In addition, O2 has a plan to see Teams extended to retail stores. It will see the utilisation of tools, such as Tasks and Shifts, to help integrate the retail staff into the rest of the business, hence sharing insights across the entire organisation.
[bookmark: _Toc112050215]Effects of Organisational Culture on Financial and Non-Financial Performance
The changing of O2 culture to utilisation of Teams in their operations impacted their performance financially and non-financially. The employees maintained major business relationships during the entire period of COVID-19. The O2 employees effectively connected with the company’s external partners and seamlessly collaborated outside the organisation. Further, they utilise the Whiteboard feature in enhancing the experiences of their meetings during workshops and with their business partners.
The O2 workforce could now work remotely from home or their working stations of choice and effectively perform their duties through Teams, saving time and money. Less time is spent on roads and instead utilised in their work or even spent relaxing, enhancing employees’ productivity. Adopting Teams by O2 also allowed the workforce to reduce concerns about health, especially during the COVID-19 pandemic. The employees minimised movement from their homes hence low chances of contracting the virus.
[bookmark: _Toc112050216]Ethical Dilemmas and Their Solutions
There lies an ethical implication with the use of technology in information processing (Hancock, Naaman, and Levy, 2020, p. 94). It is easy to access the private information of individuals by a large number of people. Sometimes, various databases merge into one central database, also known as data banking, which contains the private information of individuals. The ethical issue is that the person is unaware that his personal information is being merged with other information to form one central database. In addition, the individual does not understand the importance of merging and how it will be beneficial.
Another ethical issue concerns companies monitoring their employees electronically, especially when employees do not have to work physically from an office, especially in the wake of the COVID-19 pandemic. Companies do so to enhance productivity by monitoring the work of every employee. It infringes on the privacy of individuals and, at the same time, allows employers to find out which employee is performing their duties as required. A solution to this ethical dilemma would be for companies to source a competent and trustworthy workforce so that they can trust them to do the work they hired them to do. The employees would feel trusted; hence, performing their duties is required leading to higher productivity.
The use of technology in information processing creates ethical issues regarding consumers’ right to privacy. The right to privacy is directly connected to the right to freedom and human anatomy. These issues are mainly linked to how the information is accessed and manipulated. Basic guidelines should be drawn on how to counter these ethical challenges following the norms of truth, freedom, and the rights of human beings.


[bookmark: _Toc112050217]References
Al-dalahmeh, M., Khalaf, R. and Obeidat, B. (2018) ‘The effect of employee engagement on organisational performance via the mediating role of job satisfaction: the case of IT employees in Jordanian banking sector’, Modern Applied Science, 12(6), pp. 17-43.
Balaji, M.S. et al. (2020) ‘Letting go or getting back: how organisation culture shapes frontline employee response to customer incivility’, Journal of Business Research, 111, pp. 1-11.
Duchek, S., Raetze, S. and Scheuch, I. (2020) ‘The role of diversity in organisational resilience: a theoretical framework’, Business Research, 13(2), pp. 387-423.
Hancock, J.T., Naaman, M. and Levy, K. (2020) ‘AI-mediated communication: definition, research agenda, and ethical considerations’, Journal of Computer-Mediated Communication, 25(1), pp. 89-100.
Madakam, S., Holmukhe, R.M. and Jaiswal, D.K. (2019) ‘The future digital work force: Robotic Process Automation (RPA)’, JISTEM-Journal of Information Systems and Technology Management, 16, p. e201916001.
Martin, G. and Atteh, E. (2021) ‘Teaching practice supervisory process: a resourceful tool for up-coming teachers’, Asian Research Journal of Arts & Social Sciences, 13(3), pp. 47-54.
Park, S. and Kwon, Y. (2019) ‘Research on the relationship between the growth of OTT service market and the change in the structure of the Pay-TV market’ in 30th European Conference of the International Telecommunications Society (ITS): "Towards a Connected and Automated Society". Calgary: International Telecommunications Society (ITS).
Samusenko, A.S., Plaskova, N.S. and Prodanova, N.A. (2020) ‘The analysis of the external environment to determine the practical focus of applied research and development in the framework of Innovation’ in Complex systems: innovation and sustainability in the digital age. Cham: Springer.
Sharma, P. et al. (2020) ‘Managing uncertainty during a global pandemic: an international business perspective’, Journal of Business Research, 116, pp. 188-192.
Tipurić, D. (2022) ‘Organisational culture, leadership language and integration of the collective’ in The enactment of strategic leadership. Cham: Palgrave Macmillan.



[bookmark: _Toc112050218]TASK 2





[bookmark: _Toc112050219]Reflection
Workplace Culture and Its Impact on Organisational Efficiency
Workplace culture has a strong influence on all aspects of an organisation. It affects the terms of the said entity’s contracts, punctuality, and even the benefits accorded to the employees (Nguyen and Pham, 2020, p. 497). An organisation whose culture aligns with the employees allows them to feel valued, comfortable, and supported. Prioritising cultures in a company helps to weather the challenging times and overcome the changes experienced in the business environment, resulting in a more vital organisation. O2 is one such entity that is technology based and strongly prioritises its culture. In particular, O2 is known for its high competitiveness in the technology sector, thereby making it the leading telecommunication company in the UK. The company encourages employees to improve themselves rather than prove themselves at work.
According to the Social Exchange Theory (SET) that was first proposed in 1958 by George C. Homans, there is an existing relationship between the outcomes of the employees, the workplace culture, and the engagement of the said employees (Chernyak-Hai and Rabenu, 2018, p. 461). Staff members are more motivated to work in an organisation with an attractive culture. More so, having a fair exchange enhances a connection between the employees and the management, resulting in employees being psychologically attached to their work. The personnel thus become connected to the organisation on a trust basis rather than legal commitment. Employees also are flexible and cooperative with the organisational management. Therefore, organisations must develop a workplace culture that is readily appreciated by the staff, resulting in an exchange relationship for both the organisation and the workers. A sound workplace culture provided by an entity makes staff members feel that their needs are being taken care of. In return, they develop positive working behaviour as they feel indebted to the organisation (Newman and Ford, 2021, p. 100802). Employees become loyal and committed, and their performance at work is, in turn, improved. Therefore, the staff members follow how they feel the organisation’s respect, value, and support.
Several qualities are attached to a workplace culture that impacts the performance of an organisation. Every entity has its own unique culture. Cultures that are adopted by organisations with high performance, such as O2, show many desirable qualities. These qualities include resilience, performance, appreciation, alignment, trust, teamwork, innovation, integrity, and psychological safety. O2 is currently operating on an innovative working culture that allows its employees to work remotely through a Microsoft application called Teams. The Teams will enable employees to hold departmental meetings and work online with them. This workplace culture has seen staff members save on time and money as they no longer spend much time on traffic commuting from their homes to the offices (Matli, 2020, p. 1242). The implementation of this working culture was timely during the COVID-19 pandemic, as all of the company operations went uninterrupted. It promoted psychological safety among the employees, hence influencing their performance.
Creating a workplace with high employee performance and for the overall organisation based on their working culture is challenging (Islam et al. 2020, p.336). Sometimes entities are not patient enough to complete the process. In instances where an approach of teamwork does not impact the organisation’s performance, there is a conclusion that the method is ineffective. However, the management must understand that the staff members are in need of guidance in the changes being implemented from working as an individual to working as a team, and as a result, this kind of work may take some time to be realised.
High-performing organisations have workplace cultures that enhance learning and innovation (Miao et al. 2020, p. 1150). The employees are given a chance to learn and innovate; hence, they are able to become highly motivated and qualified, and their satisfaction at work is also high, resulting in a high level of performance. Staff members in such organisations are well prepared for a changing work environment and invent new extensive patterns of thinking.
Actions That Are Taken in Developing Influential Workplace Culture
Developing a workplace culture that positively impacts employee performance and, eventually, the performance of the entire organisation requires a number of practices. Organisations could develop onboarding programmes that guide new employees on the organisational system values, desired workplace behaviours, and norms (Scott et al. 2022, p. 100828). These programmes facilitate the new employees’ understanding of the organisation’s cultures, hence leading to easy adaptation to the new work environment. Putting in place programmes that manage employees' performance is another way of ensuring a workplace culture is effective. These programmes allow employees to share their aspirations and values, and they tend to perform better than employees in organisations lacking common purpose and cohesiveness. Programmes managing employee performance guide what is expected from the employees by the entity (Islami, Mulolli, and Mustafa, 2018, p. 98). The programmes also offer feedback on the appropriate behaviour of employees. Another action that could be taken would be to develop rewarding and recognition programmes. These programmes could be useful in motivating employees to follow the given values and culture of the workplace. For example, in an organisation that values teamwork, recognition and bonuses should be awarded to teams, not individuals.
In conclusion, the O2 culture pushes its employees to believe in themselves and understand why they do what they do. This culture has seen many employees perform well in their job and be their best personally. It allows the employees to be flexible, and there have been reports of a low rate of absence from workers. Additionally, the employees respect and value each other. The workplace culture at O2 allows for the self-development of their employees, who, in return, offer extemporary services to their customers.
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