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This report is about work culture and how this can have an impact on the organisation as a whole, including; customers, employees and employers within a business. There are many organisational norms and these will be mentioned; also, how employees work in order to fulfil customers’ needs within a business. The relationships within a work place will be explained, as well as showing how different values and culture is explained. Personal beliefs will be mentioned and how this may have an impact on the individual while working for the company. 
[bookmark: _Toc8075694]Background

An outpatient pharmacy such as Lloyds Pharmacy, is a private organisation within a business of the NHS hospital. Lloyds Pharmacy is working in collaboration with the NHS trust, to help meet the needs of the public, to benefit the patients and allow for their business to grow, alongside one another. The Outpatient department is very demanding, and therefore there will be pressure on the employees, this will also have an impact on the patients, where the more demanding a place is, the more time consuming it will be and patients will have to wait for their prescriptions, depending if it is a busy period (Lloydspharmacy.com, 2019).

The outpatient pharmacy I will be focusing on is the Lloyds Pharmacy in a Hospital, in London. This pharmacy is working in collaboration with many different professionals, as well as different clinics, to meet the needs of the patients, to better their health and to save lives. They provide a service for outpatient prescriptions, private consultations, private prescriptions as well as retail options such as skin care products, fragrances, health kits, products to help with hair and weight loss, cosmetics and products for travelling (Lloydspharmacy.com, 2019). 
[bookmark: _Toc8075695]Culture and Ethical Behaviours in an organisation

Culture is when a group of people believe in a particular way of life, they have a common background and share the same morals and attitudes (Cambridge Dictionary, 2019).
In Lloyds pharmacy, they follow a particular work ethic and have a work culture where certain things are done the same way, the staff all follow a certain procedure when completing tasks at work. Cultural organisation is where the beliefs and values are looked upon and when they interact, they follow a particular method in the organisation. In certain scenarios, culture clash can occur. For example, when working with people from different ethnic groups, some may not agree with others beliefs and values. 

Ethics is where the principles and values are used by the individual and this allows them to make decisions in a situation. In a work environment, the staff are from different background but they are united into having the same common ground whilst working together, forming towards achieving the same goals. Ethical behaviour allows for the employees to be consistent and this allows for the objectives to be achieved. This acknowledges for having respect towards the company and working in equality, honesty and allowing for diversity to occur (BusinessDictionary.com, 2019). 
[bookmark: _Toc8075696]Environmental and Organisational Techniques

Businesses use models which allow them to understand the organisation and its environment. They use strategic models to help them understand the advantages and disadvantages of the work setting. One of the techniques they use is the SWOT analysis; the second being PESTLE analysis; another is the porters five forces framework. This report will mention both SWOT and PESTLE analysis and how they are used in the chosen organisation; Lloyds Pharmacy. 

[bookmark: _Toc8075697]SWOT Analysis

In an organisation, the most impact is occurred due to the external factors of the company. The external factors can have an impact on the business and can get in the way of it achieving its aims. The external forces include; competition/ rivalry, legal, social, political and economic changes with the environment or the community (BusinessDictionary.com, 2019). 

The SWOT analysis is used for both internal and external factors, which is the area the company works in, this includes third party companies. The opportunities which a company can result in depends on the external environment, this can include advances in technologies, new policies and procedures in place from the external companies which benefits the organisation. Suppliers can be another opportunity as a new supplier can provide the company with something they could not have previously. Unfulfilled customer needs is part of opportunities, as there are ways which this can be fixed for a long term basis, to prevent this from occurring again. Training is another opportunity which can take place in the business, which allows for employees to form a qualification and aim higher in their career, rather than staying in the same position, this will benefit the organisation as they will have trained and qualified staff (nibusinessinfo, 2019). 

The threats in an organisation can include factors which may be of risk to the company, this can be something which the organisation may or may not have control over, where in certain situations, due to earlier recognition, through planning, this can or may be fixed. Examples of threats to an organisation includes; suppliers increasing their prices, which can affect the company’s budget, competitors of the company reducing their prices which will lead for others to go to their company and use their services. Old technology can be a threat as this can slow down the work process, leading to longer work load, which is not efficient (management, 2019). 

The internal analysis on an organisation includes of the work culture, resources, qualities, and expertise. The strengths are part of the swot analysis and it is an internal factor, it focuses on a positive effect for the organisation. They include of assets to the company such as equipment’s, loyal customers, information and systems available to the company as well as other valuable resources. Strengths of an organisation is the main drive to achieving the best it can. Strengths can include second and third party companies and suppliers whom give discounts to the company, this allows for the budget to be in shape and not be affected. 
The weaknesses are things which are a disadvantage to the organisation, the location can have a negative effect on the organisation. Other weaknesses include the branding of the company or its reputation, the funding, structure of the organisation or technology.  These are internal factors of the company; some other weaknesses include, financial funding, this depends on the company and how much they are willing to spend (Notredameonline, 2019). 

[bookmark: _Toc8075698]SWOT on Lloyds Pharmacy

	STRENGTHS
	WEAKNESSES

	Collaborative working 
Busy environment
Selling Healthcare products 
Private consultations for the public
New computer systems= fast processes of prescriptions
	Low Funding
Shortage of staff
Clinical errors
Brexit: Manufacture issues with medicine suppliers
Higher prices of medicine from suppliers


	OPPERTUNITIES
	THREATS

	Training for a higher position
Training on the software systems
One-to-one meetings 
Staff meetings, to reduce previous errors being made (Lloydspharmacy.com, 2019). 

	Competition
Less funding= shortage of staff
Shortage of staff can lead to more errors as tasks are being rushed




[bookmark: _Toc8075699]PESTLE Analysis

PESTLE analysis is also used for organisations, to help them monitor their company. PESTLE also known as PEST, stands for; political, economic, social, technological, legal and environmental. 

In an organisation, the political factors include the government and its industry. The organisation needs to look at government policies, tax policies, trade and distribution information as well as the environmental and labour law, as the company will be hiring staff to work for them. All these points need to be looked upon when building a business. 
The economic factors are the things which determine the performance of the economy. These factors include inflation rates, economic growth, the income of the public and customers, the employment and unemployment rates. These all need to be included when working on building a business as these can have a positive or a negative impact, depending on the area of setting. They can have a short term or a long term impact on the organisation, it could also have an impact on the demand and supply model (B2U, 2019). 

The social factors of a business mean the values, beliefs and norms around the people living in the area. Community trends can also have an impact therefore this needs to be looked at; some of the trends include the age distribution, career goals and attitudes, health, lifestyle choices, barriers to cultures and the growth rate. These are important for the organisation as they need to understand their consumers, and see if this will benefit them as an organisation. Religion, beliefs, birth control, crime levels and buying habits are all included in the social factors. Social factors need to be monitored as this will reflect to them how the people are and for those whom may work for the company, to see whether they are willing to work under pressure or in unaccustomed conditions, this will help Human resources when people are applying for the job (B2U, 2019).

The technological factors are those which may or may not affect the operations of the company. The technology the company uses is also important, as it will only benefit the company if it is easy and quick to learn and manage, otherwise the staff may not be able to manage the systems, however, this may not be in all cases. Technological chance and the awareness which the company has can influence certain factors. This may allow management team to understand, whether they should get high technology products which would mean spending a lot of money, but in the long run, this will benefit them all. 
The environmental factors include the weather, climate, and policies within the community and the legal factors include of the laws such as the employment laws, health and safety laws and consumer protection laws.

Both analysis is needed for the success of the organisation, PEST is usually used before SWOT is completed, as they need to identify the SWOT factors, which is done through PEST itself. The PEST analysis searches for the factors which may be of influence for the new business. The work culture can then be identified after reasoning with the data found. SWOT looks at the business proposition and assesses it in detail of the positive and negative outcomes. Both the analysis completed will allow for the business industry to figure out how to plan accordingly, in order to start up the business (B2U, 2019). 
[bookmark: _Toc8075700]Formal and Informal organisational relationships

Formal organisations are when there are roles and responsibilities fixed for the organisation and its employees. This is part of the planning, where more than two people gather and form a relationship with the ideology, this can be creating a business plan. This is usually done by the management; where they set rules, policies and procedures in writing form for the employees, the formal relationships are for a long term basis and is a permanent connection. The formal organisations increase in size and continues to grow. In the formal organisation, the people included within are from different statuses, and the higher importance people usually make the final decisions. 

The informal organisation is where the members of the organisation interact without meetings, they work together but this is not done through a professional manner, more of a social meeting. During these informal meetings, they do not set rules and regulations, but just interact on how the company will work. They work on connections, interactions, feelings and views however the informal relationships are short term and have less people in the circle. All the members of the informal organisation are equal and are not looked upon their statuses, they all give their input and make a collective decision (Surbhi, 2019). 
[bookmark: _Toc8075701]Establishing a culture of sustainability within the workplace 

Cultural sustainability means to maintain the beliefs, values and develop the social justice. To understand and recognise the values of culture and how the social and physical environment have an impact. The social environment is the norm and lifestyles of the people within the community; this includes celebrations, traditions and diversity. The physical environment is based on the buildings, location and natural resources (more than green, 2019). 

In a business, cultural sustainability needs to be identified, as not every community is the same. Building a sustainable workplace allows for the successful connection within the company, working the employees towards a sustainable formality allows for the organisation to reach its achievements. When the drive is not there and the team arnt working collectively, this causes a problem and the cultural factors suffer (Forbes.com, 2019).  Having a company sustainability, it looks at how the community surrounding the organisation and how they will be impacted, whether this is local, or global; this unites them as a whole and produces a better work culture. Factors which may include employees having a lack of interest in their job role, this is lack of motivation and no growth opportunities. In Lloyds pharmacy, they have options of grown within the company, which helps the employees to feel better at what they are doing, increasing their confidence and they have a higher interest in staying within the company for longer. The company aims to have higher qualified staff, therefore they pay for the courses in order for the staff to gain knowledge and experience. This benefits both employer and employee as both will gain more from this (Forbes.com, 2019).
[bookmark: _Toc8075702]Corporate social and environmental responsibility

Businesses allow to help the society to succeed, this is done by providing ideas, and maintaining the services for the customers. This is also done for the well-being of the public, where they are given jobs, experience and their income in order to live. The employees working for the business, pay their taxes which helps to support the government with their funding as this helps pensioners and those of a low household income. 

There are both internal and external pressures for a company when it comes to company responsibility, internal pressures include working with the local community to find ways to make the business work. Another internal company pressure is the recruitment process and finding qualified staff with skills and experience to work for the company. This can be hard, and this needs to be in relation to the environment and the communities surrounding the business, as some cultural beliefs are to not let the young adult women to work as they are to be housewives.  This cultural belief is up to the families however, there may be potential which cannot be seen unless addressed and observed. The people need to meet the requirements of the business and be able to complete the objectives, in order for them suitable for the job role (LLP, 2019). 

External pressures are also important, this includes some of the rules and regulations set by the government. This includes things such as how the workers are treated within the company, their rights and understanding and obeying the laws. Another external pressure includes professionals to have their licenses to operate and to be able to serve the public. 
Lloyds pharmacy have a licence to run the store, and it is shown on their website with their registration licence number (Lloydspharmacy.com, 2019). 
[bookmark: _Toc8075703]Personal ethical standards, values and beliefs

Personal values will definitely differ from others you are working with. Everyone has their own beliefs and values which root from childhood and what you were taught from a young age. Values can be changed as with experiences, people tend to change their mind on certain situations, however; principles are something which cannot be changed for an individual as it is their strong beliefs which they grew up with. Whilst working in a pharmacy, it is understandable that the customers and patients also have their own beliefs. As employers and employees, the service users should be focused on and they should be helped when needed, and try to focus on their values and try to maintain this and respecting their wishes. The employees of Lloyds pharmacy, may have a conflict of beliefs and values with the customers, and they may not always be nice to the staff, the staff should always remain calm and try to understand the consumer as there are always differences within the people. Personal values, beliefs and attitudes cannot be focused on while working in the pharmacy, this will then be a conflict and will be also breeching the work culture; as this is to be customer/ client focused, and not to take it personally. 
This does not mean the staff have to change their values and attitudes, they can still have their own beliefs and ethical standards however, to also do what is best for the consumer, as the environment they are in, is customer focused, which is also part of their job.
[bookmark: _Toc8075704]Communication channels for sharing information and building relationships

Communication is key in every scenario, especially in business organisations. There are different forms of communication and different results from them. The forms are depending on the scenario and how effective it will be at the time. The basic forms of communication include, written, spoken, face to face and electronic, others include of body language, eye contact and sign language. There are other forms of communication, which are used by the public, this can be brail and hearing aids, these are aids to help the people communicate with others as they have difficulty in doing so (Principles of Management, 2019).

Oral or spoken communication is one of the main forms of communication, it can be done face-to-face, presentations, phone conference calls, speeches etc. when the speaker is sending their message to the audience, it is done quite immediately, this information is received by the audience and they will be able to interact back to the speaker. Spoken communication is beneficial as this allows for immediate information and therefore if there is a confusion, it can be amended within minutes. In Lloyds Pharmacy, the employees are always using spoken communication with the customers and the staff working there. With good communication, the work ethic and work culture will be outstanding, as if there are any problems, it can be resolved. In Lloyds pharmacy, they communicate verbally with other professionals such as doctors, consultants and nurses, this is done via the phone (Principles of Management, 2019). 

Written communication includes emails, letters, reports, documents and faxes. These are sent from one person to another, to share information. With written communication, the writer must convey the message in detail in order for the reader to understand the message, which the reader can then reply back to. If the message is not conveyed correctly, the emails or letters will be back and forth many times. With written communication, it is beneficial when important information is written, also long message is better to be written as the reader will not forget anything whereas, while speaking, the listener may not remember everything the speaker had said.  Businesses form reports, which are easy to read and understand by the employers. Also certain things need to be written for the business such as in the pharmacy sector, the standard operating procedures need to be written out, for each employee to read and sign, as this is part of the company policy.  The other written form of communication done amongst professionals is the prescriptions. This is a written communication from the doctor to the pharmacy staff, about the patient and what they will need. This is a great example as if written well, there is no need to another form of communication back to the doctor, and if not written well, then there is a contact number or bleep number which goes straight to the doctor, and the issue is then resolved via verbal communication (Principles of Management, 2019).  

The media and other internet interactions are forms of communication; this can allow the employer to understand how the customers feel. For example, reviews on the websites allow the employers to understand the things which went well with the service and ow the customers feel about the company. This also allows the public to know how the company is, for example if there are a lot of bad reviews, this would tell the people that there are some issues with the company whereas if there are positive reviews, it would tell the people that it is a good organisation (Principles of Management, 2019). 
[bookmark: _Toc8075705]Barriers to effective functioning in the organisation and ways to overcome them. 

There are barriers in all types of organisations, when working with them. Communication is one form which can be a barrier which then has other impacts and problems. Poor communication and poor team work can cause a negative atmosphere at work. This means the staff are not communicating with one another or they arnt communicating properly with the customers which is leading to miscommunication and errors. For example, in the pharmacy sector, if the patient does not communicate with the staff, it is important that the staff work their way into understanding the patient, they should ask the questions necessary in order for them to receive the information needed to get their medicine to them. When entering the pharmacy, the patient is asked a series of questions from the staff, they then ask if they are on any other medication, and if they are allergic to any medicine, this is then looked at by the pharmacy team, as certain medication can interact with one another, and this will then be ineffective. Usually the doctors ask these information, but it is good practice to double check by the pharmacy team, this is a method to prevent and overcome the barrier. 
Other organisational barriers include; lack of management support, negative employee attitudes, poor communication, resistance to organisational culture. All these barriers can be overcome by working as part of a team in the organisation, communicating with the employers and speaking of the issues which are taking place, if there are any, and finding solutions on how to resolve these. This will then help better the service for the service users and for the staff (Smallbusiness.chron.com, 2019). 
[bookmark: _Toc8075706]Edward freeman’s Stakeholder Theory

The stakeholder theory is an ideology of how the business industry works. The theory states; in order for businesses to be successful, it needs to have suppliers, customers, staff and funding in order for it to be valuable. This theory is important for the organisation as it guides you on how to work on yourself to create a successful business. In addition, the management need to find out techniques on how all the stakeholders will benefit and how they all interconnect for the purpose of the company; an example of this is that a business is able to manage suppliers where the suppliers do not contribute to the business neither are they making it better for the company. The suppliers are those who manufacture the stock and sell it to the company.  No motivation or structure within the work culture and ethic allows for the business to fail. Employees may not put one hundred percent effort into their work which will pull the business down rather than pushing it up (Stakeholdermap.com, 2019).

Customer service is another factor which needs to be looked at when the business is involved as the members of the public will be walking into the business you created; and if this is not done correctly, it will cause more issues. Customer service is not just talking to clients; it is communicating with different cultured people. As my chosen case study is for hospital pharmacy; there are many patients entering the pharmacy on a day to day basis, it is understandable of how busy the environment may be; especially in a demanding location. Customer service includes dealing with multicultural background patients and understanding their values and beliefs. They attitudes will be different to the environment. The staff will need to be patient and it is important for them to understand and sympathise with the patients, as this is included in certain cultural beliefs. Customer service allows for the staff to help the community/ or in this case, patients and allow support. Without this, the business could fail or go downhill. 

[image: ]Customer service includes understanding of the service being provided to the patients, if this does not run smoothly, it will have a negative impact on the patients and the company could possibly decline (Stakeholdermap.com, 2019). The diagram below shows the Stakeholder theory, by Edward Freeman. 
Image: 
(En.wikipedia.org, 2019). 

[bookmark: _Toc8075707]Conclusion

There are many different forms of work culture, there are different procedures in businesses, which need to be followed to complete these cultural work ethics. Different businesses have different procedures to help them provide a good service for the public. Lloyds Pharmacy is one of the many businesses which work in collaboration with other professionals to maintain work culture and working in partnership minimises risks as well as more ideas are placed to help benefit the organisation. The customers are the main priority and that is something which needs to be remembered as if they are not noticed, the company may lose their customers which will then lead to deficit. Different types of analysis are completed before the running of the business is in operation. These analyses view the short term and long term goals as well as the issues which may arise within the organisational region. Also, personal cultures should not be focused on when dealing with customers, as they are the priority, and as we know, everyone has their own beliefs and that should be respected. Overall, following the theories and analysing the environment can help to have a positive organisation. 
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