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[bookmark: _Toc532768562]Executive Summary
Nando’s is one of the most famous fast food chain shop in the world. It has achieved popularity for its unique taste of food (Nandos, 2018). As the customer service assistant of Nando’s it is the duty to focus on the important aspect of the organization’s culture and its impact on the customers’ satisfaction. This report will focus on the workplace culture of Nando’s. In this part we will discuss the policies, procedures and legislation of the organization. The perception and experience of the employees working in Nando’s will be discussed here in brief. Some recommendations have also been provided here. This report will analyze the internal and external environment of Nando’s through PEST and SWOT analysis. The impact of culture on the organizational performance will also be discussed here in this report. This report will analyze the culture and ethical behavior of both Nando’s and the individuals working here in Nando’s. All the discussion provided here with brief analysis which is encompassed by the relevant academic theories and models. The recommendations about the organizational problem are also provided here with conclusion.
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LO1: Critically asses the workplace culture of Nando’s.

Culture is the method or way of doing a job. Corporate culture is the way of a corporate firm to perform a certain job. Nando’s is one of the largest chain fast food retailer in United Kingdom with their 350 restaurants. It always try to maintain a sound corporate culture in the internal environment. Having a healthy corporate culture is one of the reasons for Nando’s to gain success globally. A good workplace culture determines the employee satisfaction and their involvement. Nando’s is well known for their sound corporate culture which attracts a lot of employees and it enhances their brand value.
The workplace culture of Nando’s is evaluated below:
There are some elements in the culture of Nando’s. They are described below:
Symbols: Symbols are important elements of a culture. There are some popular symbols used among the employees of Nando’s. These symbol constitute the culture of a company. The employees of Nando’s use several verbal and non-verbal symbols in their communication. These symbols are used in case of their informal communication. These symbols make their communication easy in Nando’s. Thorough these symbols, the employees get opportunity to build sound relationship among them.
Language: The language which is used in the communication process of the employees and the management in Nando’s, determines the internal culture of the organization. Language is mainly used in the formal communication of Nando’s. Here language is mainly the language used in report and presentation. As an individual organization, Nando’s follows policy in using language for their formal communication which construct their culture.
Norms: The norms of the employees working in Nando’s create the corporate culture. Here norm means the attitude of the employees working in Nando’s. Generally there is a friendly relationship among the employees working in Nando’s, which inspire the other employees to make themselves involved in the operation.
Rituals: In every organizations there are some rituals which are important components of culture. Nando’s has some unique rituals of sharing work pressure among the employees. Generally all the festivals are observed in Nando’s which create a strong friendly relationship among the employees. It also effects the culture.
Values: Value is the internal perception of a person. In some cases it indicates the morality of the employees. All the employees working in Nando’s work with a shared value of providing the best quality to the customers. This value has contributed in the creation of culture in Nando’s (2012books.lardbucket, 2018).
Corporate policy of Nando’s: 
The corporate policy of Nando’s exhibit their corporate culture. They follow refund policy for their customers in case of any damaged product. The main product of Nando’s is fast food. So they always try to maintain the taste and standard of their food. The recruitment and promotion culture in Nando’s is also very transparent. Since the very beginning of their journey, Nando’s has been trying to create memory and good experience for their customers. Customers are the heart of their business. Besides focusing on their customers, Nando’s also focus on their employees. There are several program for their employees for providing them with a secure and sound life with sustainable development. The corporate policy of Nando’s regarding their competitors and pricing is very clear. They don’t go for any price war with their competitors. They always try to maintain a unique and stable pricing for their products which doesn’t vary much without any external intervention. Nando’s always look for achieving sustainable competitive advantage (Nandos, 2018). 






Employee experience perception in Nando’s are described below:
Opportunity to participate: In Nando’s, there is a great opportunity for all the employees to participate from their position. Nando’s allow suggestions and ideas from their mid-level and entry level employees. Their core target is to provide customers with a good experience. Here participation means making the employees fully engaged in their work. The employees get full opportunity to participate from their position. Employees in Nando’s have opportunity to engage themselves in the decision making. A recent study conducted over the employee satisfaction found that the employees of Nando’s are very much satisfied over their experience in their workplace.
Adequate common areas: There are common areas for the employees working in Nando’s. Here the term common area means a physical space which will be used by employees of all classes. Nando’s provides its employees with these facilities. There is no discrimination among the employees regarding their class. There are so many physical space available for the employees which they can share. Common areas help an organization to build up a strong relationship among the employees. A healthy relationship among the employees is necessary for the employees to build a sound corporate culture. Common areas help the employees to interact. These are places where employees share their time. Nando’s has provided employees with these facilities and it helped them to build a employee friendly office culture.
Clear metrics and performance standard: A clear metrics and performance standard is necessary to evaluate the performance of the employees. All the employees of an organization try to get evaluated through their work. If there is no appropriate evaluation criteria in the workplace, employees will be discouraged to do their job properly. There must be reward for good performance and counselling for poor performance. A clear metrics about the evaluation of the employees will inspire them to perform well in the organization. In Nando’s, employees get this opportunity to get evaluated. The evaluation criteria for employees is very much transparent. Employees are rewarded for their performance. If an employee perform poorly, the management will counsel him or her instead of chiding. There is a friendly work environment in all the stores of Nando’s.
Practical scheduling and paid time off options: In this era, all the employees are very conscious about their working time and other facilities. The employees seek to get a flexible working schedule in any company. They don’t want their working hour to overlap their personal life. The employees want their organization to treat them a total person, not just as an employee. Sometimes employees want to perform overtime activities for extra payment. But there are some organizations which don’t have any format for workplace scheduling and payment of overtime performance. But Nando’s has a clear practical scheduling and format for paid time off options. Nando’s always wants to make their employees satisfied about the working environment. Practical scheduling and paid time off system is a type of motivation for the employees. This motivation helps the employees to work with full enthusiasm. 
Transparent competition: In fast food retailing, competition is a vital factor. Sometimes it determines the product, price, distribution and promotional factor. Organizations seem to face price and promotional war due to competition. This competition add extra pressure on the employees. Employees have to handle the competition and bring success for the organization. So, competition is an important factor in determining the culture of an organization. Deliveroo, KFC, Wagamama and McDonald’s are the main competitors of Nando’s. Nando’s has always followed uniqueness in case of facing their competition. They have responded the competition in a fair way. They always focus on their quality and customer service. That’s why competition doesn’t create any extra pressure on the employees. According to their management Nando’s has created a different customer segment and they have a different market which can’t be overlapped by the others fast food providers. They believe that their quality can’t be provided by any other of their competitors (Nz.indeed, 2018).





Recommendations for the corporate culture of Nando’s:
Though the current corporate culture of Nando’s is very much satisfactory, there are some problem regarding the independence of the employees of the organization. According to some critics, the operations of Nando’s has been deviated due to the independence of the employees. There must be a monitoring system for the employees. The employees should maintain the standard of the organization. Their creativity is the augmented product for the organization. But they have to ensure their quality and standard first.
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PEST analysis of Nando’s:
Political factor: The political situation in United Kingdom is not static since last few years due to Brexit. The effect of this sudden change left the businesses in UK in an unstable condition. An unexpected change in the legislation has effected some of the businesses badly. Due to this change in the legislation, there are some other changes found in some related legislations. As businesses are effected due to these changes, the business of Nando’s is not out of this negative impact. The rate of tax and other charges have also increased following this change. Previously Nando’s had to bear less cost in conducting their business in UK when it was under the European Union. But now the cost of conducting business has been increased. The opportunity of having an open market has been shrank. So Nando’s is going through a vulnerable political situation like the other businesses.
Environmental factor: The customers and stakeholders of this era are more environmental conscious than any other generation. Recently there has been several laws introduced to protect the environment. All the businesses are bound to follow these legislations. Recently carbon tax has been introduced by the European Union. It will also add an extra pressure on the businesses. There are several environmental laws introduced by both government and United Nations. These law will increase the cost of doing business of the organizations. Though these environmental laws are like obstacle for a business, Nando’s is managing these obstacles quite nicely. Environmental legislations are not an obstacle for them as their core value motivate them to conduct business through protecting the environment.
Social factor: The social factor consists of the factors such as the social status of the customers, their perception and expectation about the company, the brand image and awareness of the company among the target customers and the connection of the brand with the society. Nando’s has a good reputation and brand image among the target customers. Nando’s has achieved a positive brand image for their quality product. Their main product is peri-peri chicken which is very popular among the customers. So, Nando’s is in a satisfactory social condition through their customer loyalty.
Technological factor: The technological factor includes the type of technology used in the organization. From this perspective, Nando’s is in a very good position. Nando’s always use advanced technology in their operation. They keep the data of the customers about their records of previous purchase. They use technology for auditing their stock keeping unit and other information about inventories. The use of advance information technology helps them to keep all the previous records about their customers. It helps them to measure the popularity and sell of a certain product among the customers. These data is necessary to anticipate the sell and forecast the demand of the customers. So Nando’s is in a very good position regarding their technological advancement (Tidström, 2012).






SWOT analysis of Nando’s:
Strength of Nando’s: The main strength of Nando’s is their menu. Their main item is peri-peri chicken which is very popular among the customers. The interior decoration of Nando’s is quite fascinating. It attracts the customers of all age and classes. Satisfying the customers is one of the core values of Nando’s and they are very successful in doing this. They have a strong base of satisfied customers. Nando’s enjoys a high level of trust from the customers and they ensure the repeat business from their target customers. The black card feature of Nando’s has created a buzz among the customers. This card is applied for providing a unlimited set of food for the customers. This feature is used only for the privileged customers of Nando’s. it was able to draw the attention of the customers. The promotional activities of Nando’s is quite familiar among the customers. Their hungry member of parliament is quite popular among the target market. 

Weaknesses of Nando’s: Though Nando’s is very much popular among its target customers and core consumers, it has a limited popularity among the other people. Globally it is popular brand in United Kingdom and South Africa, but it couldn’t earn vast popularity in the other regions of the world like KFC and McDonald’s. Some of the customers in their operational area found the taste of the food of Nando’s not very interesting. The taste of their food is only popular among the core customers of Nando’s. Besides having a question on the taste of food, Nando’s has been accused of having limited dishes in their restaurants. The cost of food in Nando’s is very high. This high cost is one of their obstacles. Some customers move to their competitors due to the high price of Nando’s.
Opportunities of Nando’s:  Nando’s is very aware of the global culture and dishes of different countries. They are doing quite well in some of the Asian countries. It is an opportunity for them to expand their business. Nando’s is well known for its taste of food. If they can expand their product line, they will be able to capture the market of Asia which rather prefer spicy type of dishes.
Threats of Nando’s: There is very less barriers in the food market to make an entry for any food provider. It is a threat for the other retailers. This market has been expanding day by day. The current competition in this sector is quite high. KFC, McDonald’s are the main competitors of Nando’s in this industry. They are also offering testy food at a low price with full quality to the customers. So, these are matter of threat for Nando’s (Bhasin, 2018).
Impact of culture on organizational performance:
Competitiveness: The culture of an organization can make the organization a competitive one. The competitive nature of an organization depends on their culture. Here competition means the nature of competition in the industry and how an organization is taking this. The competitive nature of an organization depends on whether the employees are groomed through a competitive mindset or not. If they go through competition from the very first stage of their career, then they will take every competition seriously and will fight them. In Nando’s, employees are very much competitive to cope up with any situation.
Creativity: The creativity of an organization depends on its internal culture. How an employee is taking a problem and how he or she is solving this depends on his or her creativity. An employee can only be creative if he is from a creative environment and culture. The culture of Nando’s is not so much creative as everyone has to do structured job, but employees are allowed to participate in the organization. Their suggestions and decisions have values like all the other higher level employees working in the organization.
Controlled: The culture of an organization make the functions controlled. The culture sometimes provide with a framework to the employees which they can’t just exceed. This help them by providing them with a structure. In Nando’s, they operational activities are influenced by the organizational culture. That’s why the functions are so much controlled and the managers can keep trust in all the employees working.

Collaborative: The culture of an organization make the functions more collaborative. Collaborative means having a coordination among the employees and executive working in the organization. A sound corporate culture make everyone involved in the organization. It helps them to share the jobs. Nando’s have a good collaborative culture. Collaboration among the employees ensure success of an organization (Middleton, 2012).
Recommendations about the impact of the environment:
Nando’s is currently facing some problem regarding their political and environmental factors. They should focusing on overcoming these obstacles. They will have to face a severe competition from the other competitors in the market. That’s why they should adopt appropriate market strategies. Nando’s should look forward to lowering their cost of products and increase their product line to make the products enjoyable for customers of all segments. Nando’s can manage their upcoming threat through these ways. They should expand their business in the overseas for building their brand value as an international brand.
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Culture and ethical behavior are two correlated terms. The ethical behavior of employees depends on the organizational culture. Previously we found that the internal culture in Nando’s is very much sound and they maintain strong ethical values in their operations. These factors build up the brand value and customer loyalty of a brand. The cultural and ethical behavior of Nando’s has been evaluated below:
Culture of Nando’s: We can evaluate the culture of Nando’s through the iceberg theory. In iceberg theory there are two factors. One is observable symbols and another one is invisible aspects. The culture of Nando’s is evaluated here by using the iceberg analogy.
Observable symbols: Observable symbols are those factors of an organization which can be seen by the other external stakeholders of an organization. They can primarily judge an organization through these observable symbols. The term observable means which can be observed. The observable symbols of Nando’s are given below:
Ceremonies: The internal culture of Nando’s can be understand through the ceremonies observed in Nando’s. These ceremonies reflect the culture of an organization. For example: Christmas is an important ceremony. The way Nando’s observe Christmas reflect their culture.
Stories: The stories which are popular regarding the organization, reflect the culture. Here stories mean popular myth about the organization and its employees. 
Slogans: Slogans are like jingles which reflect the feature of the product by using two or three phrases. Slogans are one of the most popular elements to find out the culture of an organization. Slogans are very easy to remember and convenient for the customers.
Behaviors: The culture of an organization is reflected through the behavior of the employees working in the organization. The culture of Nando’s influence the behavior of the employees working there.
Dress: The dress code of the organization is influenced by the workplace culture. In Nando’s all the officials have to put on formal dress and there are separate dress for the other employees. It reflects the structured organizational culture of Nando’s.
Invisible aspects: The invisible aspects of an organization are those factors which can’t be observed by the external stakeholders. Only the internal stakeholders of an organization can understand these factors. Underlying values of the employees and the management is one of them. Underlying values means the core values of a person which drive the attitude and behavior of the employees. Collectively these construct the culture of an organization. The other invisible elements of an organization are assumptions about the organization, the beliefs of the employees about the purpose and the mission statement of the organization. The attitudes of the employees is also an important component of the invisible aspects. The feelings of the employees means the perception of the employees regarding the organization. None other than the internal stakeholders of an organization can understand the feelings of the employees. These are the components of invisible aspects of the culture of an organization (Marketbusinessnews, 2018).
Ethical performance is one of the core values of Nando’s. The term ethics is related with the morality of the organization. The employees and the executives of Nando’s always try to remain ethical in their business functions and specifically in quality.Ethical behavior of Nando’s is evaluated below:
Individual factors: The ethical behavior of Nando’s start from the individual stage. The individuals working in the organization hold this belief of ethical behavior. The practice of doing ethical behavior starts from the individuals. These individuals are mainly the policy makers of the organization who are followed by the other executives.
Organizational factors: The organizational factors mainly focus on the values and believes of the organization. Nando’s hold this concept of ethical behavior, that’s why the employees are bearing this tradition for years. This factor mainly influence the employees to perform their activities ethically. The ethical environment in a workplace motivate everyone to follow the values which were set by the previous managers.
Top management: The top management are the personnel who contribute most in the decision making process. They set the values and the ethical standards which should be followed by the employees. In Nando’s, ethical behavior is motivated from the top level management. Their motivation influence the other employees to do their job ethically. The top management of an organization are mainly the path finder for an organization.
Ethics policies and codes: The ethics policies and codes which are set by the top management influence the employees to perform their job ethically. The ethical policies are mainly the quality policies, customer service policies. Maintaining the ethical codes is a must for the employees. In Nando’s, all the employees have to maintain the ethical policies and codes set by the top management (De George, 2014). 
After evaluating the culture and ethical behavior of Nando’s it is very necessary to evaluate the individuals’ culture and ethical behavior. The culture and ethical behavior of individuals can be evaluated through the cultural dimensions of Hofstede. In this evaluation method, there are several index for measuring the culture and ethical behavior of an individual. Evaluation of an individual’s cultural and ethical behavior, relating to the past and present are given below through the Hofstede’s cultural dimension theory.
Power distance index: The power index theory determines the acceptance and expectation of the individuals about the distribution of power in the workplace. The power distance means the deviation of power among the employees working in Nando’s. For example: the distance of power between the top level manager and the mid-level manager or the power distance between the mid-level manager and the entry level employee. This power distance determines the culture and ethical behavior of employees. The culture which has less power distance is likely to have a friendly corporate environment. On the other hand, the culture having more power distance is more likely to provide less opportunity to participation for the employees.
Individualism vs. collectivism: The term individualism means the focus on the performance of an individual. On the other hand the term collectivism means the greater perspective which focus on the achievement of the organization. In this perspective, all the employees work for the benefit of the organization. The organization which follow the concept of individualism is more likely to produce more efficient manager with less organizational growth. On the other hand the organization which follow the concept of collectivism is more likely to achieve organizational success rather than achieving individual success.
Uncertainty avoidance: The result of doing business is always uncertain and profit is the reward of this uncertainty. But still the organizations try to avoid the uncertainty. In this case uncertainty avoidance means how much ambiguity the society can tolerate. In this concept the low side is going to tolerate more ambiguity. On the other hand the higher side means that the society doesn’t tolerate more ambiguity.
Masculinity vs. femininity: Here the term masculinity means the acceptance of heroism and aggression in the workplace. On the other hand the term femininity means the acceptance of cooperation and empathy in the workplace. These determine the range of assertiveness and competitiveness in the culture. These two dimensions are defined by the society. And it influence the individual’s culture and ethical behavior.
Long term orientation vs. short term orientation: The long term orientation means setting the long term goal for the organization. On the other hand, short term orientation indicates these organizations which set short term goal. There is no short cut of getting success. Long term orientation are more likely to follow ethics in the workplace. On the other hand the use of ethics in the workplace seem to be less in the organizations which follow short term orientation.
Indulgence vs. restraints: This dimension measure the range of joy and happiness of the employees in an organization. The employees who are from a joyful environment are more likely to participate more in the workplace. On the other hand the other employees are more likely to be competitive in nature (Mindtools, 2018).




[bookmark: _Toc532768566]Conclusion

As fast food retailing store Nando’s has to do a lot of work to be the market leader as there is a severe competition in this industry. Nando’s should monitor the activities and the performance of the employees with an appropriate metric and standard. They have to expand their business in the overseas to build themselves as a global organization. The employees and individuals working in Nando’s should follow the ethical codes strictly to maintain the standard of their customer service. An integration of all these things can bring success for Nando’s.
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