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Throughout this report I will be discussing, demonstrating, evaluating, and analysing beliefs, attitudes, and values in my workplace. I have conducted research primary and secondary to help with my decision making and writing of the assignment. I work in a high street bank that portray and advertise their beliefs, attitudes, and values to the public and strive to be a better bank to society because of them. I will analysing the banks beliefs, attitudes and values overall and how the impact my role with TSB Bank. 

[bookmark: _Toc99128897]Critically assess the impact of beliefs, attitudes, and values on your own workplace behaviour.

Beliefs
The dictionaries definition of a belief is an acceptance that something exists or is true, especially one without proof. I agree with this definition and through looking and identifying how my workplace operate, TSB Bank do have beliefs and install these into their staff. The TSB blueprint shows these and advertises these beliefs as helping all customers become money confident, for everyone, everyday day. 
These beliefs being installed in the staff through training, coaching, and shadowing experienced members of staff means that all staff become money confident themselves and confident to show customers how to manage their finances/help with their finances. 
Staff become confident in their role and can ownership of what their day will look like, in terms of personal targets, taking ownership of their diary, helping customers on demand. When studying theorists, I feel McGregor’s Theory Y (1960) applies to the beliefs that TSB stand for. The company and my managers style of working relates most to McGregor’s Theory Y (1960) as they give opportunities to align personal goals with organizational goals by using the employee’s own need for fulfilment as the motivator. Staff are given the freedom to complete their daily tasks without management ‘breathing over their shoulders’. This means staff are feeling valued, getting creative with completion of daily tasks/jobs and this leaves staff feeling self-fulfilled and money confident.  
On the flip side of this, you could argue ‘what if’ staff do not follow these beliefs/principles and do not want/take ownership of their work commitments. This is when I can see how McGregor’s theory X (1960) could also apply. Managers may feel the need to act as staff members may seem/be unmotivated, need constant direction, avoid responsibility, and have no ambition, no incentive to work. This could in time take the team down if other staff members become irritated or unsupported by their team members. 
McGregor’s theory is clearly demonstrated below, showing both theory X and Y and looking into the different components within them. Such as Attitude, direction, responsibility, motivation and creativity. 
Society says and managers like to believe and think that they follow theory Y. However through research of my own I can be argued that employees feel that their managers adopt the theory X to the management style or the running of the organization. 
[image: See the source image]
A recent survey taken by TSB Bank colleagues asked if colleagues feel valued by their line managers, branch managers, cluster managers and area directors. The results showed that eighty eight percent of colleagues do feel valued by their line manager, branch manager, cluster manager and area directors. However, this leaves twenty two percent of colleagues across the business that do not feel valued by their line manager, branch manager, cluster manager or area director and it begs the question – what management style are those colleagues’ managers using to make them feel undervalued or not appreciated within their role or work place. (I am unable to attach the original document, due to confidentiality). 
 
Attitudes 
An attitude is a behaviour towards an object, person, thing, or event. Attitudes are often the result of experience or upbringing, and they can have a powerful influence over behaviour. However, an attitude is something that can also change and at times change quickly. 
TSB Bank staff members are expected to have a positive attitude coming into work and the company strive on being:
· Focused, Fit and Fast.
· Every Experience Money Confident.
· Digital Inside and Out.
A manager working for TSB Bank needs to constantly be switching roles, tasks, situations, and expectations. Mintzberg (1939) recognized this, and he argued that there are ten primary roles or behaviours that can be used to categorize a manager's different functions. Minzberg (1939) theory stated that the four managerial roles include being a monitor, disseminator, and also a spokesperson. Finally, there are four decisional roles. These include being an entrepreneur, disturbance handler, resource allocator, and a negotiator.
At TSB Bank they are working on creating an inclusive culture through the behaviours, attitudes, ways of working and policies they are creating a TSB for everyone. TSB have set out a clear mission on what they want TSB to become and how they create a positive workplace environment/culture. I have listed below the business makes. 
· TSB have created parental leave and related support that’s fully gender inclusive. The new policy provides equal provisions for all staff, regardless of their route to becoming a new parent and incorporates all types of parental leave.
· TSB have introduced a carers policy to support colleagues when they need it most. A range of support is available from flexible approaches to work, different paid and unpaid leave options including up to 70 hours paid leave per year.
· TSB are a Disability Confident Leader through the Government-backed Disability Confidence scheme. They feel proud to have an inclusive culture that supports a strong representation of disabled people.
· TSB have made menopause awareness training and support available to all colleagues through their partnership with mental health platform UnMind. And have signed up to the Menopause Workplace Pledge.
· Their Inclusion Network plays a key role in helping them to shape the new ways of working and they are taking a proactive approach to designing hybrid working that is inclusive by design.
· TSB colleagues are central to developing a truly inclusive workplace, and they support active Ability, Ethnicity, Gender Balance, and LGBTQ+ employee groups, all of which are sponsored and supported by members of the Executive Committee.
All of these attitudes the business promotes link into Charles Handy theory of the four types of culture. Handy studies the cultures of:
Power: Handy describes this to be when the power remains in the hands of only few people and only, they are authorized to take decisions. They are the ones who enjoy special privileges at the workplace. They are the most important people at the workplace and are the major decision makers. These individuals further delegate responsibilities to the other employees. In such a culture the subordinates have no option but to strictly follow their superior’s instructions. The employees do not have the liberty to express their views or share their ideas on an open forum and must follow what their superior says. The managers in such a type of culture sometimes can be partial to someone or the other leading to major unrest among others.
Task Culture: Handy describes this to be when the business form teams to achieve the targets or solve critical problems. In many companies’ individuals with common interests and specializations come together to form a team. There are generally four to five members in each team. In such a culture every team member must contribute equally and accomplish tasks in the most innovative way.
Person Culture: Handy describes this to be when the employees feel that they are more important than their company. Such companies follow a culture known as person culture. In a person culture, individuals are more concerned about their own self rather than the companies. The company in such a culture takes a back seat and eventually suffers. Employees just come to the office for the sake of money and never get attached to it. 
Role Culture: Handy describes this as a culture where every employee is delegated roles and responsibilities according to his specialization, educational qualification, and interest to extract the best out of them. In such a culture employees decide what best they can do and willingly accept the challenge. Every individual is accountable for something or the other and must take ownership of the work assigned to him. 
Looking over these four cultures and I can see a mixture of task culture and role culture within TSB Bank. They focus of the brand all being equal and working as a team however when it comes down the chain, I can see that role culture applies where the employee is given a task/job based on their interests and ability to complete in an appropriate manor or time. 
However, I could argue that at time there is a presence of power culture when for example targets or not being met and employees do not have a choice bar to push on and work harder to provide for the business. 
Values 
Values are principles or standards of behaviour and one's judgement of what is important for a successful, meaning, and well ran business. 
At TSB Bank there are four main values these are to:
· Feel what customer feel.
· Look for better.
· Say it straight. 
· Do what matters.
These values are rooted deep into the staff that work for the company and the company are proud to celebrate and advertise these values. When visiting the TSB Bank website www.tsb.co.uk you can see they are proud and confident to advertise their values as the home page shows positivity and using the wording ‘life made more’. This slogan is very important to the way the business is ran and how the values are engrained into all the staff members. 
A recent survey taken by TSB Bank colleagues asked if colleagues feel they are able to adapt all use all the TSB Bank values throughout their working day. The results proved to be extremely high at ninety seven percent meaning that all the TSB Bank values are easy to adapt yourself to or in fact already personally believe in these values/live by these values. (I am unable to attach the original document, due to confidentiality). 
Deming (1980) has a clear vision and theory of what a business needs to succeed and through researching his fourteen points his theory definitely matches that of TSB Banks values and what they strive to be built on. Deming (1980) first point says to create constancy of purpose toward improvement of product and service, with the aim of becoming competitive, staying in business, and providing jobs. This fits well into all four of TSB Banks values as the company want to maintain loyal and transparent with their customers however are aware that they still need to make a profit and that there is still a business to be ran and managed. 
Deming (1980) then goes on to say that a business has to improve constantly and forever the system of production and service to improve quality and reduce waste. With the world having to go through a recent pandemic this is very fitting as the business has had to evolve at a very quick pace, with all systems, how people and business manage their finances all while becoming more eco friendly.
TSB have invested funds into a Do What Matters Plan which sets out to commit to their wider role in society and to help communities thrive. This means creating social, environmental, and economic value, by doing what matters for the customers, the businesses they work with, their colleagues, local communities, and the environment. The Do What Matters Plan brings together the social and environmental ambitions and calls out the actions taken to build on their credentials as a responsible business.  
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Through studying and researching several managerial theorists the theorist that is most relevant to my role within my workplace and aligns with my beliefs, attitudes and values is Goleman’s five components of emotional intelligence (1995). Goldman theory says that:
1. Emotional self-awareness — knowing what one is feeling at any given time and understanding the impact those moods have on others. This is important for a manger to know their staff and take interest in the wellbeing of their staff. It is also important to be aware of how the customer is feeling and their personality type to be able to match their level of emotion.  
2. Self-regulation — controlling or redirecting one’s emotions; anticipating consequences before acting on impulse. It is important to act in a human way, however all remaining professional with both staff and customers. 
3. Motivation — utilizing emotional factors to achieve goals, enjoy the learning process and persevere in the face of obstacles. Its important to motivate staff and encourage them by making tasks or jobs fun by involving everyone and inclusive and working collaboratively. This also applies to customers, by helping customers become money confident they will become motivated to control and take the rains of their own finances, if not already done so. 
4. Empathy — sensing the emotions of others. This also connects with emotional self-awareness and knowing your staff well and customers well. 
5. Social skills — managing relationships, inspiring others, and inducing desired responses from them. Its very important to have social skills in my role as I am socializing all day with a number of customers coming into the branch, calling the branch, email and inbound messages from other departments throughout TSB Bank.
 All five of Goldmans (1995) points strongly link to my role’s beliefs, attitudes, and values, as described below. 
I believe that everyone should have equality in the workplace, and everyone should be given the same opportunities, roles and task no matter your gender, age, race, sexuality or disability. I believe that id someone is given the correct ‘tools’ they are able to succeed and be accomplished. I also believe that by knowing your staff members on a prodessional and personal level this will help create a positive environment which then evolves into a thriving work environment where all staff are meeting targets, feeling fulfilled in their roles and customer are feeling the benefits of the money confidence framework that the business has spent a lot of time and money investing in. This is why Goldmans theory connects with me the most on an academic level but also a personal and professional level when discussing beliefs. 
Goldman talks about Motivation and that utilizing emotional factors to achieve goals will help the enjoyment of the learning process and persevere in the face of obstacles. In my role It is important to motivate my colleagues and encourage them by making tasks or jobs fun by involving everyone and inclusive and working collaboratively. I also feel that having a positive attitude and praising my colleagues helps build motivation in the workplace. This also applies to customers, by helping customers become money confident they will become motivated to control and take the reins of their own finances, if not already done so. 
My attitude towards my role is very positive, I enjoy my role as a Money Confident Expert within TSB Bank and feel proud to tell people I work for TSB. I feel my attitude is like as I am respected within my work environment by my managers and colleagues and my line management definitely has an emotional self-awareness. With my line management taking interest in my wellbeing this also contributes to my attitude towards my role and workplace. I feel a sense of worth, therefore I do my job to a better standard. 
I value the company for ‘keeping up with the times’ as they strive to be digital inside and out. TSB Bank have the advantage of still being face to face for their customers however had entered a new world of technology. Whether that means helping customer do banking on their own device through mobile banking, internet banking, or the staff using hand held tablets to complete the customers request, or simply using the built-in computers with the banks own system to serve the customers. I value that the company is worker towards becoming an greener company by doing away with ‘old school’ paper and pen and moving forward with technology to help build the company and the brand. I also follow and respect the values of the brand – feel what customers feel, look for better, say it straight and do what matter. All four values again align with Goldmans five components of emotional intelligence. The value of feeling what customers feel is something I take very seriously in more and know helps to build a relationship with my customers. Goldman talks about having empathy and this is something that I do have for many customers on a daily basis in my role. Whether I am taking care of an upset customer who has lost a family member and has to deal with the finances, an upset customer from a complaint or a customer who is just having a bad day – empathy is a value that I display. 
The value of looking for always striving for better is again something that is not only in my job role however also in my personal values. Looking for better in my role means staying motivated even when things don’t go to plan or when you possibly have to amend your personality type to match a customer’s level. 
Saying it straight in my role means remaining professional but making sure the job is getting completed or done to a high standard. This can also mean being honest with customer about their financial situations while also remaining professional. This value links to Goldmans value of Self-regulation meaning controlling or redirecting one’s emotions; anticipating consequences before acting on impulse. It is important to act in a human way, however all remaining professional with both staff and customers. 
The last value in my role is to do what matters, I feel this is the most important value in the frame work to show customers that I am money confident and will be able to assist them with any financial needs. This value links to Goldmans Social skills theory were managing relationships, inspiring others, and inducing desired responses from them show that you are doing what matters to the business. It’s very important to have social skills in my role as I am socializing all day with a number of customers coming into the branch, calling the branch, email and inbound messages from other departments throughout TSB Bank.
[bookmark: _Toc99128899]Conclusion

In conclusion through thoroughly conducting research into how my workplace environment impact the beliefs, attitudes, and values of their employees and also my specific role beliefs, attitudes and values I would have to say that TSB Bank care not only for the profit and success of the business but also have a deeper understanding on what it means to respect and look after their employees and customers. When reading several different articles on each theorist I could clearly distinguish what TSB Bank pride themselves on and through seeing TSB Banks Do What Matters Plan 2022 it is evident that the company want to help their employees become more confident which in turn will mean a successful and profitable business. TSB Bank believe in rewarding their staff with a bonus and pay rise every year when targets are met, and the company is doing well. For the business to do well they need to keep their employees engaged and feeling satisfied in their roles. Which then means employees are able to help more customer as they have the money confidence to do so efficiently and professionally, all while building a report and relationship with that customer. This means the customer then feels valued and will come back to the specific employee to get help with finances again. 
To summarise the Do What Matters Plan 2022 and the frame work that TSB Bank launched in 2019 in my eyes is something that all business should look into and consider doing for their own business, as pointed out in question one TSB Bank survey results came back with exceedingly high percentages meaning that colleagues across the business in all different positions feel that their beliefs, attitudes and values matter the to company and that the companies beliefs, attitudes and values also matter to the employees. The Do What Matters Plan 2022 and the frame work is now part of the new starter training and I feel this will be of great value to new employees coming into the world of TSB Bank whether it is their first job or have came from a previous job the plan and frame work is important to know and demonstrate when coming into the workplace environment. 
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