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This report aims to assess the impact of organisational beliefs, attitudes, and value system on workplace behaviour during COVID-19 times. The management theories applied in this report are Human Relations Theory, Systems Theory and Contingency Theory. The business chose to be analysed Z Hotels.
Z Hotels is a medium-sized business, with 300 employees (UK.GlobalDatabase.com, 2020), that runs in the hospitality industry. The first hotel was opened in 2011, and the company has reached 14 hotels in nine years. Their concept is to offer affordable rooms in central locations; therefore, all the hotels are centrally located across London, Liverpool, Bath and Glasgow. The fifteenth hotel was planned to open in December 2020, but because of COVID-19 pandemic has been postponed to Summer 2021 (Unpublished sources, 2020).
Their focus is based on the customer service provided by the team members. In order to achieve high customer service, the organisation is involved in maintaining the employees motivated; trained to maximum quality, always sustaining their values and culture no matter in what situations the company is involved. Motivation on the employees is kept by organising all types of building activities, offering bonuses, being understandable under challenging conditions and offering their constant support for personal and professional development. 
[bookmark: _Toc55825928]Beliefs, attitudes and value system
An individual’s beliefs, attitudes and value system affect how they think. What they do and how they do it. Past experiences, background, relationship are an essential part of how a person perceives things around them. Sometimes, it is essential to realise that the wrong impression is formed and is needed to develop self-awareness. 

[bookmark: _Toc55825929]Beliefs, value system and attitudes in the workplace
Beliefs are essentially the presumptions we make, about others on the planet and about how we anticipate that things ought to be. Individuals have their one of a kind beliefs that influence all aspect of their step by step lives like, for example, the way they dress. Every individual do not regularly match with each other about different characteristics and conviction, and regardless, we should think essentially that this is the way they were raised, so we have to respect their feelings. 
Attitudes are the setup strategies for responding to people and conditions that are taught, taking into account the feelings, characteristics and assumptions hold. Suppose there is a right perspective about something. In that case, employees generally have extraordinary results like in the workplace in overseeing clients that should be seen as part of the family. Of course, if we have an unfavourable attitude, employees around will blame each other for the negative results.
Values represent the mindset of how employees should behave and exist, especially considering honesty, integrity and openness. To assess particular problems that appear in the workplace, managers should have a good understanding of basic logic and the process of critical thinking, as this is essential in making the right decisions and building performance relationships. 

[bookmark: _Toc55825930]The Organisational culture at Z Hotels
The idea of organisational culture has gained attention from researchers, economists, and leaders from the business filed because they assumed that understanding the organisational culture will bring positive changes (how the company is perceived, attitudes of the employees, job satisfaction). Likewise, other empirical affirmations connect organisational culture with positive work viewpoints, decreased turnover and higher assistance quality. Some found the association between various organisational culture and productive tasks to improve organisation quality and saw positive client results. Experts like Jaskyte are of the view that culture expects a dire capacity in figuring out for improvement and to developing solitary creative mind in organisation affiliations.
At Z Hotels, the organisational culture promoted within the company is presented in three different categories: mission, vision, and values.
Mission and vision – building up to 15 hotels that will be recognised as a brand around the United Kingdom by their customers and competitors for quality, affordability, excellent customer service and inspiration. 
Values – quality (products and guest service offered at the highest value, delivering exchange, strive for improvement and positive response to change), guest satisfaction (respecting them, listening to their requests and understanding their expectation), and leadership ( adding more value at lower costs and lead through competence, creativity, teamwork)
Organisational culture is made out of seven characteristics that range from high to low. Every business has a specific motivation for all of these characteristics. 
People from senior management settle on options on the value of their company, and subsequently, change their lead to organise this apparent game plan of characteristics.
Characteristics of Z Hotels organisational culture are (Unpublished source, 2020):
· Innovation – Z Hotels adopts an innovative, risk-oriented culture by supporting its employees to overreach their capacity. In order to do so, the company has adopted a system of internal promotions first and external hiring only if required by circumstances. Also, they have implemented a Mentoring programme in which each employee receives a mentor from a superior level who will guide and help them into personal and professional development. Also, some of the employees are given the empowerment of decision making. 
· Attention to detail – the company places a high value on precision orientation from its employees. They are expected to deliver the best possible customer service, and for this purpose, they are supplying all types of training with managers and authorised trainers. Some of the trainings are meant to be refreshers (only for employees who have been in the same position for a period of 9 months or more), or trainings to help team members that are new to different positions in their career. 
· Emphasis on the outcome – as all the companies, Z Hotels is achievement-oriented. The difference between them and other businesses is that Z Hotels wants to achieve its targets and goals. However, it takes into consideration how the methods used by them can affect the employees, company imagine, and other aspects of the business. 
· Emphasis on people - The company places a high value on how their decision will affect their staff members. They believe it is essential to treat the team members with respect and dignity.
· Teamwork - To keep a positive relationship between the managers and their employees, the company organizes its activities around this characteristic.
· Aggressiveness - They consider it essential to outperform their competitors and expect the employees to be assertive when in competition.
· Stability - The company gives a steady and anticipated level of goals and prefers stability.
Considering the characteristics presented above below is assessed the impact that these characteristics have on employees of Z Hotels.
1. Impact on employee performance 
Employees feel valued because they have the opportunity to control in the slightest measure their jobs, such as staff working in the office can choose whether or not to work from home. The staff in the hotel might sense another power of decision can choose in which projects to get involved (organising social events, participating in training as assistants/trainers if it is the case). Furthermore, the opportunity to grow on a career by having opportunities to be promoted or extra training can make employees feel appreciated. When staff is valued, and all the organisation works towards the same goal, the performance level rises, and targets are more comfortable to achieve.
2. Impact on employee engagement
This impact has different ways to be explored: 
· Employees that know their opinions, thoughts and ideas are welcomed and considered the resentment that leads to damaging morale, high turnover, or unappreciation of the workplace disappears. Therefore, because Z Hotels cultural organisations promote communication at all level, helps the company to achieve greater participation and creativity from its staff.
· The company's cultures promote safety at all times in the workplace. Having this feeling of safety, employees are performing their jobs mindfully and engaged. 
· Z Hotels encourages its staff members to work in teams, to build meaningful relationships between co-workers, and with managers. This collaboration is an essential effect of their culture, as it proves to the employees that they are not just ordinary staff members, and each one of them is part of something bigger.  
· Offering opportunities to grow prevents stagnations and gives something to look forward to doing or achieving. 
3. Impact of employee happiness
Positive company culture can assure that employees remain satisfied with their job, do not look to change or leave the company and stay loyal. Staff is more interested in working for a company that offers flexibility, work-life balance, and supports employee development. Z Hotels are offering programmes that support the professional development of their staff (e.g. training, agreements to pay different course fees for staff development in return of their loyalty).


[bookmark: _Toc55825931]Management theories
As mentioned in the introduction, three management theories will be applied in order to assess how employees with different beliefs, attitudes and values might interpret the ideas, and how the COVID-19 crisis can help to create more resilient businesses in the future.
[bookmark: _Toc55825932]Theory one – Human Relations Theory
Human relations theory targets especially each person’s needs and results of groups and individuals. Each organisation is made from formal and informal elements. The formal element for an organisation is the structure of it. At the same time, the informal element includes the cooperation between its employees. This system needs to be managed in a way that products employee satisfaction and results. 
In reality, the work is perceived in contrary to what is needed because of different factors:
· Work is considered an essential part of living, monotonous and worthless
· Work conditions depend on the contracts made between employees and management, and the relations existing between them
· Work is often rattled by thrust, inadequacy and lockouts.
According to Bennis (1966) conditions of human performance in relation with an organisation’s system of control, bureaucracy reduces innovation and drive with rigorous and antagonistic regulations while democracy aids interpretation of talent and creativity with its flexible governing system. It strengthens the thrive for achieving the goals of individuals and organisation.
Advantages and disadvantages of the theory (Bye, 2010):
	  Advantages
	Disadvantages

	  Increases capacity of the employees
	It is more of a theoretical concept

	  Reduces resentment between employees
	Presents difficulties in analyse

	  Peaches Employee Retention
	It is not subjective.

	  Improves the potential of the business
	It is focused on Human Theory.



[bookmark: _Toc55825933]Theory two – Systems Theory
This theory is frequently perceived as the infrastructure of the organisational development, pictures the organisation as a single open system made from smaller systems that are inter-dependent and affiliated. This type of system is responsive to factors from the external environment. 
The primary characteristics of an organisational system are: 
· Sub-systems- each business has its sub-systems that are related between them
· Holism where all the sub-systems communicate between them and every decision taken affects all of the systems
· Synergy – the group productivity of the whole system is more significant than the gains of each sub-system
· Closed and open systems – the business is made from a combination of open and closed sub-systems
· System Boundary – the business is isolated from external work climate made from other sub-systems.






Advantages and disadvantages of system theory (Bye, 2010):
	  Advantages
	Disadvantages

	   Facilitates studying the behaviour of business
	Maybe a vague approach.

	  It is based on probability rather than certainty.
	It can get challenging to apply in large organisations.

	  It is used as a base for new organisations.
	Does not give any techniques to managers

	  It is probable to highlight the relations between various functions.
	Does not specify the nature of interactions and inter-relations


 
[bookmark: _Toc55825934]Theory three - Contingency Theory
The Contingency Theory is a tool that helps any manager to embrace the best management style in different situations. It is needed to mention that the leadership style does not change; just the leaders are put in different situations that match their style.
Fiedler’s contingency theory comes with a model that has five steps:
· They are identifying leadership style using the Least Preferred Coworker (LPC). At this stage, describe the person with whom the leader does not like to work. At the end of this stage, the result will be either high LPC (means the leader is relationship-oriented) or low LPC (the leader is task-oriented).
· Situational Favourableness depends on how much control the leader has over the situation. In this stage three factors will be analysed: leader-member relations (shows the level of trust in the team), task structure (shows if the tasks are vague or precise), and position power (shows how much power the leader has).

Advantages and disadvantages of contingency theory (Bye, 2010):
	  Advantages
	Disadvantages

	  Can adjust according to the circumstances
	Becomes more complicated in practice

	  Help managers strengthen their leadership skills.
	Is reactive in nature; hard to control

	  Gives opportunities to the employees to grow and bring their idea to the business
	No sufficient literature about this approach

	  Helps in arranging organisational structure
	



[bookmark: _Toc55825935]Interpretation of theories
As all people are different, they can interpret these theories in different ways depending on their knowledge level, on their beliefs, values and attitudes, and the implication on the decision-making process.
The board of senior managers will accord the same amount of importance to all three theories as they can affect the company on different levels. They are directly implicated in controlling and developing the employee's performance, making the company profitable and creating a positive image for the company. 
Hotel managers can appreciate more the systems theory, considering more important the hierarchy of the company and which department is more important (e.g. operations rather than well-being, finance rather than HR).
The human relations theory gets a different understanding from the front-line staff members are they can consider it the most important with them being in the centre of attention.

[bookmark: _Toc55825936]COVID-19 crisis
The pandemic has confronted the hospitality business with an unexpected test. Strategies to fix the COVID-19 curve, for instance, local or national lockdowns, socially isolating, stay-at-home demands, travel restrictions have produced temporary closure of various hospitality companies and reduced drastically the number of business allowed to operate (Bartik, et al 2020).
Businesses working in the Hospitality industry are needed to adapt their operational strategies in accordance with COVID-19 business atmosphere to ensure employees and customers' prosperity and security and increase customers' availability to aid their business (Gössling et al., 2020). 
[bookmark: _Toc55825937]Measures adopted by Z Hotels
Like any other business, Z Hotels has taken different measurements to keep its staff and customers as safe as possible while still operating. Below are some examples taken by the company:
· Their cafe areas must remain close, and a reduce room service will operate for customers. 
· Staff must wear a face mask at all times during working hours except when having a break.
· Sanitising common touchpoints such as door handles, lift buttons, keyboard, must be done every hour.
· Every guest must complete track and trace form, and their details are kept for no longer than 28 days. 
· Staff members who are presenting any symptom must self-isolate for ten days.
· All team members have been divided into bubbles as it will be easier to control any situation of COVID-19.
· It is required to work from home in order to avoid unnecessary contact with others.
· The temperature of every guest and employee must be recorded at the entrance of the hotel.
On a bigger plan, Z Hotels has taken eight essential steps in dealing with COVID-19.
1. Developing a company policy particular for COVID-19. 
2. Creating a response team for COVID-19.
3. Introducing a response plan to the crisis.
4. Expanding sanitising procedures.
5. Training its staff members on precautionary procedures.
6. Supporting vulnerable and scared employees.
7. Expanding their digital practice.
8. Continuing to operate as safely as possible.
In order to keep the business up open and not make employees redundant, Z Hotels has chosen to reduce its expenses as much as possible.  Therefore, all the unnecessary expenses such as wine and cheese hours, gifts for the guests, music subscriptions, and much more have been cut. 
The company has also considered how this pandemic can damage its employee’s well-being and mental health and have tried to provide different activities to keep them engaged. Activities like online yoga, cooking-classes, quiz nights have been offered with a successful result (Unpublished source, 2020).
[bookmark: _Toc55825938]Challenges faced by Z Hotels
Since the pandemic has started, the company has faced multiple challenges and times of uncertainty. The most critical challenges are presented below in chronological order:
· Since January 2020, the company have received a high demand for cancellation and refund of bookings because of COVID-19. Although in the United Kingdom, the virus was not here officially, many people refused to travel due to already being in lockdown in a different country or because they were afraid to travel. In order to solve the problem, the company had to adapt its cancellation and refund policy considering many aspects of the bookings. Therefore, from January to March, the policy has been changed as many times as new information and guideline from the government as available.
· In March 2020 the country went in a national lockdown forcing the business to close. Not making any profit for a period of four to five months, and having a loss because of refunds that were made, the company suffered drastically. Even if the government has helped the business by offering the Furlough scheme, at least 50 of its employees were still working 100% during the pandemic.
· In July the company had opened five of its most booked hotels, with the other hotels opening soon depending on the demand. Although the pick-up was not high and the room prices dropped down from £200 last year to £60 this year, hotels remained open.
· Being open from July to October with less than 50% occupancy around the hotels, a second lockdown is approaching.
· In November 2020, the second lockdown has been announced with more accessible rules for the hospitality industry as hotels can remain open for business trips only.

[bookmark: _Toc55825939]Recovering from COVID-19
As businesses progress in the recovery phase of the crisis, resilient companies admit and reinforce critical change from a "today" to a "tomorrow" mentality for their staff members. 
A "resilient business" is not one that is prepared to reinstate of where it left off before the crisis. Alternatively, on the other hand, the excellent organisation is one that has changed, having acquired the viewpoints, feelings, beliefs, and structures into its DNA that permits it to recover to where it was, yet move forward—quickly.
According to Chong et al., 2020 some of the changes that businesses need to adapt to and implement on the future are:
· changes in the social contract where possible. Social expectations of businesses are being re-evaluated to ensure the growth of all stakeholders. The specific contract among organisations and their stakeholders has reliably been established on recognised speculations about "the situation is how it is". Nevertheless, the situation has changed, and the contract needs to be rewritten. For example, in the apparent "expectations of work" contract, remote work may be both more advantageous for the business and more appealing for staff members. Furthermore, there are new reflections around work/life balance, work fulfilment, and employee well-being getting indisputable quality in approaches that propose these parts are reshaping another standard for how, where, and when they work.
· changes in the rules and roles of businesses. As the pandemic spreads out, we discover business doing government (for example, by enforcing staff members stay-at-home requests before local authorities). Government doing business (for example, by offering financial aid in the exchange of credits), while nongovernmental associations (NGOs) are doing both (for example, the World Health Organization passing on more than 2 million units of personal protective equipment to 133 nations). At the same time, public-private businesses indicate another type of collaboration that mists standard public/private barriers and may foresee more collaboration between public and private organisations.
· uncertainty of financial sources. The crisis had a significant effect on the economy of every country, government, businesses, financial institutions, restaurants and hotels. The origins and ways of cash movement have been unclear. Organisations will need to plan various methods of stocking their financial assets and needs, depending on how fast the recovery is and government help. The organisations will need to assess how capable they are on repaying the debts and their impact on financial resources.
· changes in customer behaviour. Customer research by Nielsen confirms that, after the crisis, people's behaviours will be changed by another care about health, suggesting that a couple of changes in their pattern could be long term. Organisations ought to predict whether and how the pandemic has forever changed behaviours, experiences and wants.
· employee empowerment - Pascale Peters, Professor of Strategic Human Resource Management at Nyenrode Business University in The Netherlands, informs that getting the best out of potential in this new atmosphere may require a fundamental change in management thinking. However, this perhaps seems to happen for all intents and purposes if employees feel genuinely empowered. Additionally, his research recommends that, while organisations may think they have empowering structures set up, the results do not commonly back this up.
· Setting up structures to allow making rapid decisions - These structures often start as crisis-management policies produced by the most senior staff meeting regularly —daily at the start of the pandemic—to make decisions and redistribute resources immediately. Prepared organisations appreciate active, continuous, effective decision-making, looking toward 70% probability now versus 100% confirmation later. Rather than gigantic bets that are few, the company prefers to take a decision on a short term, test and adapt those decisions in each situation. It can mean that business is not looking for approval from all employees; the company takes into considerations all the input received and prioritise the one from expert staff members. Once a decision is made, all the team members must adapt to it.







[bookmark: _Toc55825940]Conclusion
In conclusion, this essay had presented and critically assessed how staff members can interpret the organisational culture with different beliefs, values and attitudes. If the work culture is enforced from all level of the management correctly, the employees will feel safe and engaged with their workplace resulting in better performance and low turnover. Z Hotels is an excellent example of a company that values its employees and presents an attractive organisational culture. Although the company faces sensitive times, the company culture and what it offers helps in keeping the staff members happy at the workplace, satisfied with their duties and helps the recruitment process.
Like all crisis, the COVID-19 crisis will come to an end. Nevertheless, it depends on each business how it will be at the other end of the line and what approach they decide to take. A collaboration between public and private sectors is indicated for the future as it helps to get through crises easier together. There are a variety of ways from which a business can overcome the pandemic and recover into a more resilient business.
[bookmark: _Toc55825941]Recommendations
As presented in the above chapters, many factors must be included in deciding which approach to take in order to create a more resilient business past COVID-19. Depending on which path the company wants to continue, the most important factors to be considered are:
· creating a policy flexible to cancellations and refunds, that includes situations similar to COVID-19.
· communicating every critical decision made to all levels of staff members and considering each input presented.
· the organisational culture can save the company by keeping experienced, and loyal staff members close even in times of crisis. 
· in the future to be considered relatively short-term decisions as times can change very quickly, and the long-term decision can have a negative impact.
· digitalising the way information is recorded and kept, training is delivered, staff meetings and general meetings will be the new method to do things.
· the business should take into consideration how its financial resources are kept and moved as the pandemic showed that it has to be a balance between cash resources and other types of resources.
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