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[bookmark: _Toc102087179]Introduction 
To conduct this report, St Giles Hotel London&Heathrow has been chosen as the nominated organisation for the study. The report will be discussing the ethical dilemmas faced by the organisation in conjunction with the challenges posed by the post COVID climate by businesses in general and the chosen organisation for the study in particular. The overall impact on the company as well as the resulting challenges over the workplace culture will also be analysed. It is well known that the government restrictions have been in effect for the best part of 2020- to early 2022. During the restrictions, business have faced significant unprecedented economic and social challenges that most likely will have a long lasting effect on the society as a whole for the foreseeable future. At organisational levels, many business faced closures and the companies managing staying afloat during and post-Covid crisis had done so through significant company re-structuring and government aid. Overall, the Covid crisis has resulted in sudden changes at organisational levels, determining most organisations urgently to reconfigure their business operations in order to cope with changes following the COVID-19 outbreak. Inherently, some of the changes posed immediate challenges reflected no only on the overall economic aspects of the organisations but also on aspects related to organisational culture and emerging ethical dilemmas. For conducting a critical analysis for the study the internal and external environmental factors will be looked at and the Porter’s Five Forces, PEST and SWOT analysis models will be also discussed in attempt to formulate a broad overview over the post pandemic challenges and opportunities facing St Giles London&Heathrow and potentially generate the appropriate Action Plan to move forward the business.
[bookmark: _Toc102087180]Part 1
Key drivers for the changes in business
According to Hill (2003) and Rifkin (1995) three vectors have been identified as main promoters “for the rapid change in the business environment”; Globalisation, Information technology and The knowledge economy.
Globalisation -according to Cambridge Dictionary, “Globalisation is the increase of trade around the world, especially by large companies producing and trading goods in many different countries”. Globalisation creates the premises for increased inter-cultural and economic exchange while eliminating time and distance constraints. The worldwide rapid development of technology channels and tools is the main vector driving an accelerated globalisation and enables the fast exchange of information and trade on a large, global scale. 
Information Technology (IT) -is the use of computerised means to form, process, and store data and electronic information of various sizes and formats. Generally, information technology is being used on a large scale in business operations to facilitate an exchange of information and creating solid data basis that can be accessed either localised or remotely. Its main functionality resides probably in its ample storing capabilities and the potential of retrieving a significant, often inexhaustible, volume of information either immediately or in time-by simply accessing a computerised system.
The Knowledge Economy- is a term used to describe business revolving on and around information and access to information. Preponderantly, what is important in the knowledge economy is how much data and information is accessible at one given time, as well as the quality and speed of data and information available to be harnessed versus production for instance in a more traditional classic business setting. Another important trait of the knowledge economy functionality refers to the increased use of highly skilled and trained qualified workforce specialised in specific areas of the business, such as in the corporate sector for instance. In Britain alone, it is estimated that the knowledge economy generates roughly a £95bn figure each year. 
Key drivers for the changes in the hospitality sector
In the Hospitality sector, the key drivers dictating on a business success or downturn are as following:
· Internal marketing strategies
· Innovation success harnessing
· Employee participation
· Service
· Product
· Sustainability
The recent COVID crisis has triggered a series of changes with lasting consequences, ranging from a an initial temporary or permanent business shut down to a decline in productivity and cash flow as a result of plummeting business and decrease of travel, to altered shift patterns and merging employee’s job roles for multitasking purposes. Other measures include voluntary and compulsory redundancies as well as altered shift patterns and merging employee’s job roles for multitasking purposes. Overall, across the broad scale of the hospitality setting- these sudden changes posed a sharp and unprecedented challenge and affected business on more than on level. At a later stage, once the COVID restrictions have been lifted, a lack of workers for the hospitality sector became very evident with a large percentage of vacancies remaining unfilled resulting in loss of revenue and further business closures, as well as fierce competition within the sector in a quest to attract skilled hospitality workforce. As a result, consequences for employers and employees had been diverse:
Employees:
· fresh negotiations on job targets
· increase of pay rates of skilled workers
· improved work conditions demand
· introduction of a series of other benefits
Employers:
· high staff turn over
· increased payroll cost
· revision of recruitment strategies
· sustained training/development 
· increased focus on staff retention
· accessing unskilled agency workforce pool/resources
Like many other hospitality venues, the organisation nominated for the study for has also been impacted both on a surface and on a deeper level both by external and internal factors during and post-pandemic. For a critical analysis and to generate a study, a PESTEL analysis has been drafted below:
PESTEL Analysis
A general PESTEL Analysis relating to the hospitality sector would take into account Government Policies, Social and Economic factors as well as the International climate factors influencing travel and tourism on a broad scale. Adding to these, the COVID crisis has brought to light the introduction of novel government restrictions that completely altered and transformed the hospitality sector outlook and everyday life:
· Lockdowns
· Suspended national and international air travel 
· Government mandates
· Self-isolation/quarantine requirements 
· Introduction of QR Codes and face masks
· Banning of all non-essential activities
· Increased sanitation measures 
· Working from home
· Social distancing
· Hefty fines on non-compliance
For the organisation of study, the above measures meant that business was suspended and employees were signed up to the Government grant scheme. Early attempts of partial business re-opening proved costly and largely ineffective due to government regulations updating and re-enforcing of new restrictive rules for the hospitality sector. Therefore after a series of opening attempts the hotel decided to close and only re-open at the point of restrictions being fully lifted.
SWOT Analysis
Post-pandemic business recovery in the hospitality sector has been wobbly at start and measured significant fluctuations determined by factors such as: localised ease of Government restrictions, social and political climate, access to financial resources, customer preference, and product confidence. At a later stage, starting May 2022, the lifting of the Covid travel ban and other measures in place has seen the hospitality industry struggling to cope with the influx of tourists and shortages of staff for labour intensive department’s and measured in general a sharp increase on business levels paving way for new challenges experienced across the hospitality sector. For a personalised critical evaluation of the hospitality business setting, I include below a SWOT analysis detailing the strengths, weaknesses, opportunities and threats facing the nominated organisation for the study:
St Giles London Hotel
	STRENGTHS
•	Location /Theatre District/walking distance to Oxford Circus
•	Room base /732 equipped guest rooms
•	Facilities /3 on-site restaurants, fully air-con Conference centre
•	Local amenities
	WEAKNESSES
•	Aging product in places
•	Not fully air-con across the entire room base
•	In need of investment/refurbishment
•	Brutalist façade /dating back the 70’s

	OPPORTUNITIES
•	Improved room base/undergoing
•	Rebranding/undergoing
•	Huge potential due to location and close proximity of several tube stations
•	Rebranding of main restaurant/possible outsource/franchise
	THREATS 
•	Competition
•	Shortage of skilled workers for labour-intensive departments
•	Inflation /taxation
•	Raising cost of utilities





(Figure 1, Author)
Porter’s Five Forces Model 
Named after Michael E. Porter, professor of at the Harvard Business Scholl, Porter’s five forces model is a concept that looks to identify and analyse the five forces driving the success of an industry, by identifying its strengths and weaknesses. The model is often being used to asses an industry’s structure and generate the appropriated corporate strategy. According to Investopedia (Feb, 2020) Porter’s model can be applied in any business setting or segment of the economy to understand “the level of competition within the industry and enhance a company’s long-term profitability” goals.
The five competitive forces diagram
[image: ]
(Figure 2, Moodle)
Porter’s Five Forces model in the organisation for the study, St Giles London:
1. Competition in the industry-High amount of direct and indirect competitors due to location (central London) offering better products and strong branding across the entire establishment
2. Potential of new entrants into the industry-A number of new hotels planned for opening in the neighbouring area of the hotel planned for 2022/2024 and onwards
3. Power of suppliers-Substantially increased utility bills, supply prices and linen cost 
4. Power of customers-Post pandemic customers expectation and perception has changed dramatically in ref to sanitation and  services and product versus price with direct impact on rates practiced (affecting ADR)
5. Threat of substitute-B&B’, other hospitality venues, hostels and Air B&B in the area offering competitive products at highly competitive prices.
Workplace culture
Workplace culture is a broad term defining the environment of an organisation with effect on-long-term plans and Company’s vision. Workplace culture develops in any business setting spontaneously and high customer-interaction environments such as hospitality are fine examples of environments where people outside the organisation come into direct contact with the culture developed within an organisation. It is absolute key therefore that business settings- particularly within the hospitality sector, develop a healthy workplace culture to ensure success of the organisation and positive customer interaction on a consistent level. Workplace culture can also simply be defined as a set of:
· Shared values
· Belief and attitudes system
· Shared assumptions
Influenced by the human factor and individual’s upbringing, workplace culture stems from the education and socio-cultural context definitive of the people working in an organisation. To create the workplace culture desired it is important for the organisations to define their set of missions and values. The selection process of staff recrutiment should to be tailored around attracting the individuals sharig the missions and values outlined by the organsisation. Once the right candidate has been hired, further training and support is required to nurture the positive qualities that the company looks to employ, such as trust and integrity, respect and fairness, teamwork and accountability-to name but a few. 
Shared values-the shared values of an organisation outline the etichal and organisational values to be followed by all team members acting on behalf of the organisation. Aslo known as core values, share values encapsulate the present and future aspiration of the organisation in direct corelation to an organsisation’s purpose and mision statement. To positively influence the workplace culture of an organisation, companies should focus on factors such as leadership, communication, engagement and empowerment. According to Hartman (2005) “Leadership is one of the factors that form the foundation of a positive and successful corporate culture in an organization”, pointing that positive leadership styles influence positively the culture of an organisation. On the other hand, organisations failing to recognise signs of developing negative workplace cultures may face issues and different repercussions such as:
Employees
· Demotivation
· Disengagement
· Poor customer service 
· Customer dissatisfaction
Organisation
· Loss of revenue and reputation
· Compensations
· Defective management
· Other
A healthy workplace culture promotes a healthy environment for growth and improved customer satisfaction. However, authoritarian management creates ground for fear misuse and may potentially result in manipulating the performance of the employees. With the development of proper strategy, the company will be able to identify and overcome any issues, and create the desired positive workplace culture and practice.
Types of workplace culture
Although, altogether eight different types of workplace/corporate culture exist, there is general consensus that four are most representative as below:
· Clan culture
· Adhocracy culture
· Hierarchy culture
· Market culture
Company culture incorporates the attitudes, shared values and practices characteristic of an organisation. Strong and passionate leadership with focus on visionary company cultures has an important role in attracting strong candidates for job vacancies and play a significant role in employee satisfaction, improving retention levels. Built upon a theoretical model, Cameron and Quinn developed what is referred to as the “Competing Vales Framework” model (1999). The model focuses on the inward and outward perspective of business and its stability versus flexibility. The model is known as competing values framework due the analysing on an axial model the different priorities that business will have.
Competing values framework diagram
[image: C:\Users\Bianca\Desktop\model.jpg]
(Figure 3) 
Clan culture
Defined by a linear structure, the clan culture is generally specific to small business settings. This type of culture is characterised as people-orientated, inclusive and flexible. The leadership style is friendly and approachable and relies on everyone in the company feeling empowered in a collaborative work environment for increased employee engagement and market growth potential. “Clan cultures focus on human relations” (O’Reilly, Chatman, & Caldwell, 1991)
Adhocracy culture
This type of culture is specific to highly–competitive and innovative companies, who focus on the developing of unique or highly competitive concepts, services or products where employees thrive in a highly creative environment. Such cultures are representative of an increased drive for high profit margins and high risk taking. Employees feel encouraged to be extra-creative and innovative and develop unique products or concepts such as Apple for instance. Technology and development feature very strongly in these types of organisations. “Adhocracy culture also supports the freedom to take any initiative as the source of competitive advantage”. (Khurosani, A., 2013)
Market culture
Competition, growth, profitability, meeting deadlines and targets are the main drives of market culture. Commonly characterised by few layers of leadership, these types of cultures are highly oriented on achieving competitive business results, while an internal employee satisfaction focus is secondary to organisation’s success and profitability. Such types of organisations tend to market aggressively in trying to stay ahead of competition, therefore employees coming into contact with such cultures may be feeling disengaged by a very fast pace and demanding business environment. Such cultures are recognised for a drive on specific business targets set by the organisation. Furthermore, it was concluded that market culture promotes financial independence and sustainability in the long term, Owino, O. J., Kibera, F., (2019)
Critical evaluation of workplace culture
Developing healthy workplace culture is very important for organisations as there is a strong link between workplace cultures and company’s success and profitability. Sustainable cultures are   more likely to attract, nurture and retain talent, gaining edge against their competitors and becoming more financially successful in time. Empowered employees deliver excellent customer service and contribute to the overall success of the company and influence positively customer’s perception and experience. Employees working in organisations with healthy and robust workplace cultures will feel confident in sharing convictions according to their individual beliefs, attitudes and value system. However, employees experiencing negative contexts of workplace cultures will feel concerned about sharing their individual beliefs in fear or retaliation and will refrain from expressing themselves openly. In this context, the workplace culture they experience will have a direct, negative impact on their overall job performance and job satisfaction. Their main preoccupation will be related to preserving their employment. To correctly assess the workplace culture within and organisation, company may resort to using anonymous employee’s surveys in order to gain real understanding of the climate within the organisation. Suggestion box or open forums are couple of other tools organisations make use of in order to obtaining employee feedback, as well as review strategies and take steps to improve employee satisfaction. Companies failing to spot negative workplace cultures could be facing serious issues leading to a negative employee’s overall performance, motivation and well-being.
In trying to assess the workplace culture of an organisation, few important observations will help
1. Understanding the way the culture within the organisation is at the moment
2. Find out the factors shaping the current culture by conduction a root analysis
3. Use findings to improve company culture
The Cultural web
Culture is something that best describes organisational routines, systems and structures characteristic to an organisation in direct relation to its purpose. Organisational cultures are the product of the beliefs, attitudes, values and behaviours of the people within the organisation. Cultural web is the sum of assumptions and physical manifestations of the culture in the organisation, embodying the paradigm. One of the main challenges companies are facing is implementing change at organisational level; therefore, the Cultural Web is a strong assessment tool in providing an overview of the culture within an organisation.
Elements of the cultural Web
The Cultural Web is a model consisting of 6 elements identifying patterns within the work environment. These patterns are what create the so-called “paradigm” of the work environment. 
“The Paradigm’ represents the purpose of the organisational business, its mission and
its values and the ‘Control Systems’ are the procedures set to control what happens in the
organisation” (Johnson 2000:405), (cited from Cacciattolo, K., 2014).Effectively, the model helps identify the aspects that are functioning and the ones that are not within the culture of an organisation and give perspective to the changes needed to improve the culture. 
The 6 elements are as below:
1. Stories-narrative or anecdotal accounts of past events and people in an organisation’ “People in the organisation may perceive charismatic leaders of the past and individualists as the standard model of behaviour” (Johnson 2000:406), (cited in Cacciattolo, K.,2014)
2. Rituals&routines-the general accepted and expected behaviour of employees 
3. Symbols-include a visual representation of the company from logo to the formal attire specific to each workplace 
4. Organisational Structure- refers to the official organisational chart of the company and other decision factors presiding over. “Organisational structures deal with hierarchies and the way work flows through the organisation and they are likely to reflect power structures” (Johnson 2000:406), (cited in Cacciattolo K., 2014)
5. Control systems-systems in place such as financial, human resources and quality systems 
6. Power structures-the people or group of people with executive powers responsible for business strategy
To be able to make positive changes to an organisation culture, the existing culture must be evaluated first with the aid of few basic steps:
· Review of workplace stories
· Check employee perception on how they see the organisation
· Observation of behaviours within the organisation
· Discussions around companies’ values 
Critical evaluation of St Giles workplace culture
In the organisation nominated for the study, the shared values of the organisation focus on respect, fairness, trust, teamwork and integrity Equity and diversity are also strongly referenced as well, as part of the core values of Saint Giles values. To critically asses the workplace culture for the chosen organisation, a quantitative research study was conducted via anonymous survey. The study was comprised by using a set of questions with closed answers with the scope to assess organisation’s culture against its declared shared values. The study was conducted on a representative percentage of the two hotels employees and the results were collated and included in the same study.
Answers on employee survey:
Question 1: The most representative answer for Q1 indicated answer “d”
Question2: The most representative answer for Q2 indicated answer “g”
Question 3: The most representative answer for Q3 indicated answer “i”
Question 4: The most representative answer for Q3 indicated answer “o”
Question 5: The most representative answer for Q3 indicated answer “q”
Overall, it can said-based on the answers provided by the employees serving in both hotels that the culture and climate within the organisation is a positive one and the employees are highly likely to refer individuals to the job vacancies in the organisation if the right opportunity came along. Based on answers from the surveys, it transpires that the employees feel that the management provides them with all the important feedback in reference to their performance however they also sense that they should perhaps be more involved in the decisions taken by the organisation by arranging prior consultation and getting their opinion, too.

Ethical dilemmas facing the organisation  
Ethical dilemmas translate into a “complex situation that will often involve an apparent mental conflict between moral imperatives in which to obey one would result in transgressing the other” (Wikipedia, 2012). Ethical dilemmas are complex situations with couple of choices to be made, where none would prove to be satisfactory from a moral view point. It would leave someone having to compromise between two outcomes, none of which being particularly ethical from a personal or societal point of view. 
Hospitality Ethics and Covid 19 crisis
[bookmark: _Toc102087188]The ethical dilemmas facing organisations at large post-Covid relates to the restructuring of business to survive the harsh economic climate, for the best part. During and after the Covid crisis, companies had to take a very strong approach in minimising financial loses and one of the key areas affected was the human resources side of the organisations. For business continuity purposes many employees had to be laid off in return to scarce compensatory packages, and making decisions on redundancies nominations has proved to be a very difficult task. Often, these processes have been hindered by the lack of transparency to the qualifying criteria and ethical challenges arisen in the process, therefore some companies made efforts into shedding visibility on these processes. St Giles London&Heathrow was also not exempt to facing ethical dilemmas related to the above. However, in order to avoid issues the company took a different approach and called for volunteers to enrol in the redundancies programme and the compensations package and the qualifying criteria were thoroughly explained and made available to all employees. This approached proved to be very successful and met with a very good response, and as a result, no mandatory redundancies had to be operated by the company. 
Recommendations 
[bookmark: _Toc102087189]People are the best asset of an organisation, therefore ethics or lack of ethics within organisation pose a substantial risk to organisation’s reputation and its financial performance. Organisations need to ensure increased focus on recruitment, onboarding processes as well as training and development and transparent processes on welfare, employee feedback and building positive cultures that will motivate the employees and make them feel part of Company’s success. Compensations, benefits schemes and other process designed around employee’s satisfaction should be made available to all employees without exception to ensure an ethical approach at all times. Equally, to ensure success within the organisation, a constant review is needed towards workplace culture renewal and improving practices to generating employee engagement and overall satisfaction.  By cultivating company’s highest goals at all times and encouraging high work ethics organisations ensure business continuity and success- providing financial stability of the organisation. 
Part 2
[bookmark: _Toc102087190]Reflective Journal 
This reflective journal covers the weekly learnt topics of this module and how my understanding and perceptions has changed from one week to the other while studying Workplace Culture and its impact on Organisational Efficiency module.
First Week 
On the first week of the study, an overview of the aim of the eight weeks module was discussed in the class. As well the way the topics discussed will influence positively the learning process of the students. Examples were provided on how workplaces get impacted by external and internal factors and why the work ethic extends beyond the individual, potentially affecting organisations reputation, success and profitability. References have been also made to the main types of cultures specific to organisations, and examples were provided by the lecturer. 
Second Week 
In the second week the students were introduced to Porter’s Five Forces Model and how the model is linked to analysis and the influence of change within organisational cultures. Corporate strategy and the role of external and internal opportunities and threats to business were also summarised. Work efficiency increase and the factors improving production levels have been discussed in economies of scales versus production costs, as well as the brand identity concept and the bargaining power of customers, suppliers and businesses. 
Third week 
On week three students were thought the concept or organisational structure and its definition. Students learned about the role played by organisational structures in organisational functionality and the correlation between the layers of management and subdivisions. The different types of organisation structures had been explained from the most basic to the more elaborate ones and how companies make use of organisational structures to further their business goals through efficient performance and use of resources. Students also had a chance to look at couple of case study.
Fourth Week 
During week four students learned about organisational culture and were challenged to find its appropriate description according to their understanding. Elements of organisational cultures such as teamwork, outcome orientation, innovation and risk taking were exemplified during individual and group exercises. The system of values, attitudes and beliefs influencing behaviours within the workplace were also discussed, as well as their overall influence over business continuity and success.
Fifth Week 
On the fifth week, a detailed explanation of Culture creation within an organisation explained the metamorphosis behind employee’s transformation and adapting to the culture of the organisation. onboarding process, initial interaction with the environment and learning about the values and goals of the organisation versus individual expectations. Students were provided with the definition of beliefs, attitudes and values systems. Then the students learnt about ethics and the far-reaching implications cultivation work ethics and acceptable social behaviour in the workplace.
Sixth Week 
In this week, the students learnt about the process of identifying factors affecting the success of organisational culture and how to use the cultural web to improve organisational culture. Students also learned about the internal and external factors affecting cultures within organisations and the McKinsey 7S Model (1980), helping to identify implementation of new strategies and organisational transformation and evolution. Students also learned about Lewin’s three-step model, and Kotter’s eight step plan, another two effective tools in facilitating ways to implement the desired organisational changes.  
Seventh Week 
The 7th week of learning was dedicated to discussing organisational health and the McKinsey’s Organisational health index (OHI). Students also learned about Behaviours&Actions and Processes, and the Hennan and Freeman’s Theory.
Eighth Week 
In the eight week of the module and the final one, the global implications on organizational culture and the different approaches on culture around the world-linked to social and localised socio-cultural aspects specific to different countries and continents, highlighting their similarities and differences. The varying cultural contexts and their impact on processes such as recruitment, training and employee motivation were brought into context as well as the unique work environment philosophy specific to each geographical culture discussed.
This is the reflection journal of the module and topics discussed every week during lectures.


Appendix
Q1: How likely are you to introduce a friend/colleague to St Giles organisation? 
a.) Quite keen
b.) Unlikely
c.) Likely
d.) Highley likely
Q2: Do you feel respected by your colleagues and the company that you are part of?
e.) Yes
f.) No
g.) Sometimes 
h.) All the time 
Q3 Does your manager provide you with feedback about your work?
i.) Yes
j.) No
k.) Sometimes 
l.) All the time 

Q4: Do you feel that you are involves by your manager in the decision- making process?
m.) Yes
n.) No
o.) Sometimes 
p.) All the time 

Q5: Does the organisation provide a safe working environment for you and your colleagues?
q.) Yes
r.) No
s.) Sometimes 
t.) All the time 
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