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Introduction
In the following report you will find details of how Dixons Carphone workplace culture is performed and maintained within the organisation. From store to store, the organisation has very strategies in place to continue this like for like seamless culture to continue its growth in the workplace.   
Dixons Carphone is a very well-established multinational electrical retailer. Since Currys, PC World and Carphone warehouse merged in 2014 the organisation has taken a positive turn in the retail market. Having merged it has become one of the largest electrical retailers serving its customers with the latest mobile devices, technology, and household electrical appliances. The business offers a lot of services alongside its products to personalise and satisfies its customers to meet their needs. (Dixons Carphone, 2020)
Workplace culture is something which impacts all behaviours in the organisation. Once the workplace culture is introduced the employees tend to adapt to this. With respect to all cultures the workplace is something which personalises the organisation. Culture is built up with several factors to form a bond within the organisation, e.g. beliefs, religion, respect, trust and understanding one another. Culture gives guidance to the organisation and gives pathways to the employees to perform one’s duties to their fullest. The culture within the organisation is generally created by the leadership and then phased out to the employees. From time to time, employees to introduce the culture dependent on one’s background beliefs where leadership can address these behaviours. Once the leadership accepts this culture the organisation would adapt to these where other employees too would have further understanding and acceptance. Many customers are attractive or distractive to workplace culture. Customers can feel the workplace culture welcoming which leads to more business. Customers also share their experiences with one another which can be a very positive or negative impact for the organisation. (Schuneman, 2019)


Task 1 
Dixons Carphone has a geographic divisional structure. The divisions are based on territories, regions, and districts. As the organisation is multinational, this structure is suitable for onsite support when needed. This also helps when decisions must be made with immediate effect which impact the local region e.g. if the local stores needed closing due to flooding. A divisional manager and regional manager can make the decision to close the stores instantly. This would not affect another region as this would be due to the local weather forecast and the other regions can remain opened. 
Current circumstances due to Covid 19 impact the whole nation. This was not just the local region decision to close the stores. The government guidance was instructed to close all non-essential stores. At this point the Chief Executive of Dixons Carphone Alex Baldock announced that all stores close. 
Environment factors can affect to business immensely. Any business would need to recognise its competitive opportunities and threats. The business can take relevant action if needed to overcome ant threats and take advantage of any opportunities. The model Porter’s 5 Forces which was developed in 1980 by Michael E Porter. (Scott, 2020)
The following table analyses how external changes can influence Dixons Carphone using Porter’s 5 Forces.


	Porter’s 5 Forces

	5 Competitive forces
	Impacts to the business

	
	Pros
	Cons

	Bargaining power of suppliers
	· Great dealership with suppliers as the business has a good reputation.
· Good repour with suppliers to get deliveries on time


	· Lack of stock, this would leave empty shelves in store, undated orders for large items such as cookers, washing machines, fridge freezers, etc, customers turned away which would leave customers to other competitors in the market, e.g. Argos, John Lewis, online, etc
· Suppliers can reduce quality of goods: this would cause customer issues where worst-case scenario business would get charge backs for unauthorised returns under the 30-day refund or exchange policy. 
· Supplies can increase price due to high demand products; this would lead to either the business losing out on profit or the business increases price accordingly which would have an impact on customer buying or shopping elsewhere to get better deals. 
· 

	Threat of new entrants
	· Competing against other businesses 
· The business needs to prove loyalty to its consumers, continue to serve customer honestly and stand out from other businesses
· Price comparisons if needed to match new entrants, negotiate better deals or services 
· Needed to train staff to overcome service to new entrants, offering seamless journey from start to finish to customers

	· New deals for new business can attract current customers
· Location of new entrants can impose threats 
· Box shift from new business can jeopardise business as customers will feel like they are getting a better deal, yet no service or attached products would compromise products. 

	Bargaining power of customers
	· Lowering prices to meet customer needs and price promise matching to business competitors to maintain customer loyalty 

	· Customers buying in bulk can impact the business with low margin gained.
· Stores not able to sell profitable services attached to sales this could be due to online sales where customer doesn’t get to offer due to budgeting
· 

	Threat of substitutes
	· Business needs to advertise brands that are more reliable.

	· Customer may choose cheaper brands as substitutes
· Customers may choose to shop for electrical products online and have then delivered to doorstep instead of shopping around in store
· 

	Competitive rivalry within the industry
	· Competitive price comparisons to others stores in the market 
· Online shopping deal e.g. amazon, ao.com

	· Online shopping deal e.g. amazon, ao.com




Task 2a
A Framework which is often used to recognize organizational internal strengths and weaknesses is McKenzie’s 7S. Using this framework, the organization can do a micro analysis to make improvements where they are needed to become better at performance and reach goals with success. This is very important in any organisation or its competitors will take advantage of the weaknesses. This framework was developed by Robert Waterman Tom Peters in 1980s. The framework is divided by hardware and software elements. All elements are connected to proceed with the shared values of the organisation. 
Hardware elements are Strategy, Structure and Systems. These are elements which are imbedded and formal elements in the business. The hardware elements are things which organisation are made up of and solid in the business. E.g. the goals for the business, the properties, buildings, and the systems used in the organisation. 
Software elements are Shared values, Skills, Style, and Staff. These elements are just as important as the hardware elements but are more likely to change from time to time. 
Strategy- customer needs to be met
Structure- combined working to reach goals
Systems- communications throughout the business
Staff- culture in organization, culture of team spirit, values of the business
Skills- ability to succeed, working seamlessly 
Style – behaviour of leadership to maintain its goals 
Shared direction for everyone in the organisation values- (Schoemaker, 2016)
To gain further information an interview with the Operations Manager Bobby Panesar of Dixons Carphone Wolverhampton was conducted. Bobby Panesar has worked for the organisation for 33 years. He has moved from store to store in the region to upskill the service he delivers. Bobby discussed in detail how the American organisation Best Buy opened its stores in United Kingdom which imposed major threats. Best buy soon closed its stores in United Kingdom as they couldn’t make substantial profit. Best Buy offers technical products and services which was very like Dixons Carphone. (Savov, 2011)
Bobby discussed how in 2012 when Comet closed was a game changer for Dixons Carphone. Comet was a competitive organisation for many years which also sold electrical products. Comet closed as it went into administration in December 2012. This left Dixons Carphone in a good place to take advantage of the market. (Steiner, 2012)

The following table represents the pros and cons of the organisation. 



	McKinsey’s 7 S Framework Dixons Carphone

	
	Pros
	Cons

	Shared values
To keep everyone connected and enjoy new technology
	· Latest technology which customer love
· Customers are amazed by the new upgraded technology
· New software needs for most students and work colleagues

	· Elderly can get confused with the new gadgets
·  Constant updates on new technology
· Products can be expensive to upgrade

	Strategy
Company priorities are Credit, Online, Easy and Mobile

	· Trusted on price 
· Store and online service
· Seamless customer experience
· Mobiles at competitive prices

	· Credit is only through Creation, Your Plan Finances 
· Competitions with other organisations in store and online
· High expectations from customers 
· Limited mobile companies


	Structure
Multinational organisation with approximately over 40000 employees 
Different departments for the business

	· Advantage over other organisations
· Main electrical retailer
· Information is re-laid to the correct department who is responsible. 

	· Security breaches
· Unauthorised access to customers personal data
· Stock loss due to theft, missed deliveries 



	Systems
Eclipse systems instore to process transactions and capture customer details.
Individuals work emails to get latest organisational information
	· Eclipse terminals for transactions
· Customer feedback which impacts bonus for employees
· Employee work emails
· Workplace to keep updated on latest news
· Work chat to keep communicate with colleagues

	· Terminals are using old software 
· Customer feedback is connected to employee bonus structure
· Workplace can be overloaded with too much unrelated information

	Staff
Multicultural employees which form an amazing customer experience.  Hierarchical staffing structure
Motivation with rewards, bonus, and perks offering discounts
	· Welcoming for diverse customers
· Customers feel more appreciated when the higher ranked employees resolve issues. 
· Motivation is driven to all employees with rewards, bonus and perks 

	· Very rarely but some staff have experienced humiliation due to culture appearance.
· Customer complaints will be raised to higher level employees
· Employees take advantage of discounts and abuse this which can lead to gross misconduct. 


	Skills
Knowledge on technology and products.
Customer Service skills
Confident on sales.
Technical experts


	· Skilled employees
· Training available for all employees, instore and online. 
· Reputable business 
· Meet customer needs with show room stores 

	· Overloaded when multi-tasking
· Customer visit stores to get free advice from experts
· High expectation from customers

	Style
Hierarchy style leadership
Management programmes 
	· Members of the management are first contact in any case
· Management programmes available to progress in the organisation
	· Management can be very authoritative 
due to grading 
not optional to join management program, store manager selections only 






Task 2b
In the organisation barriers may form due to cultural values or beliefs which affect the way employees and customers behave within the organisation. 
In Dixons Carphone there are diverse employees from different cultural backgrounds. With all respect to the cultural side, the organisation must continue its day to day duty to reach its goals. The employees have respect for one another. Example when it is Eid, the Muslims staff members fast all day. The leadership give permission to these employees to rest when needed during the shift. Another example would be for Diwali, employees bring food for everyone. The culture is respected and generally the employees look forward to these special occasions to celebrate with employees. Cultural barriers are formed when respect isn’t given, and any employee would be critical about these cultural beliefs. This would also cause an atmosphere in between the employees. Having employees not respecting one another would long term impact performance as friction and communication barriers would form. This would impact this organisation and customer would not have a good experience. (Schlender, 2005)
Barriers of communication, misunderstanding can cause issues. Depending on how the employee talks, some due to accent. The way an individual talks reflects on their culture. Depending on cultures, behaviours can cause misunderstanding. Some cultures are highly respected so the individual would behave with authority. Whereas some cultures believe women are not allowed to voice their opinion so you will find a female very reserved and afraid to spoke up to voice her opinion. Religion can cause barriers at work due to the way an employee may dress. Not everyone understands all religions. A colleague may wear Henna on her hands as part of a cultural wedding ritual. Henna is a semi-permanent colouring which some people draw tattoos to decorate hands. Employees or even customers who don’t know about the culture would comment on the colouring. This can cause upset and the employee may feel disrespected. (Wohlatz, 2014)
An individual who would be treated differently due to cultural aspects can feel very isolated. In Dixons Carphone there are policies put in place to respect one another. The individual would be able to raise a form complaint for the way he or she is treated. This would have serious consequences for those involved which could lead to formal actions taken against employees. This would cause conflict in the organisation. As Dixons Carphone maintain to have a diverse culture with employees and customers these behaviours are minimised as quoted in the Employee Handbook. 


Task 3
Globalization is where the organisation is affected by worldwide changes. The world is all connected one way or the other. Whether this is due to politics, marketing basis or cultural issues the connection is present on day to day basis. All information can be transferred immediately via the modern world of technology using television, radio, telephone/ mobiles, laptops using the internet. At present almost everyone has personal mobiles or landline phones. Latest news is available with live updates which are broadcasted constantly. Relationships between counties worldwide has become more obtainable due to advance technology. With international marketing continuing the United Kingdom is still very reliant on products from abroad. Many organisations can trade worldwide due to advance technology which is affordable and profitable to the organisation. Cheaper wages in many countries are used to produce mass stock then shipped to other countries to be sold which is very profitable to the organisations. This leads to successful organisations. (Pettibone, 2011)
This organisation culture can overcome diversity when becoming properly. Global distribution at vast amounts becomes like a promotion of the culture.
Dixons Carphone relies on stock shipped from all over the world. The current pandemic Covid 19 is a good example of how the organisation like many others were affected by globalisation. The pandemic lead to closures of factories in the countries where products were produced. The impact on the business was vast as this caused stock shortages. Even though Dixons Carphone stores were closed the business continued online. There was a lot of pressure on the employees from management to shopfloor staff as products couldn’t be sourced for customers. Customers were having to turn to other competitive organisations to make purchases. As stock shortages were affecting the organisation the warehouse employees were temporary decreased as there wasn’t enough work for everyone to do.

Conclusion
Dixons Carphone continues its diverse organisational culture which maintains in place to succeed and reach its goals. The organisation has taken its place in the market as one of the largest electrical retailers. After seeking more information from the manager Bobby in the Wolverhampton store the details prove that the organisation has made changes to overcome many threats made to the organisation. Dixons Carphone has established to maintain global culture to become successful. 
With this current pandemic Dixons Carphone has managed to prepare for this and continue its loyalty to its customers. As the majority were using technology to keep connected either for work purposes, educations purposes or even to keep in contact with family and friends Dixons Carphone saw an increase in sales. During lockdown online sales and services continued which was very promising for customers. (Coker, 2020)
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