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How do broader external environmental factors along with COVID-19 and ethical dilemmas affect organisational culture and its performance?
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[bookmark: _Toc102683013]Executive summary
The COVID-19 pandemic has transformed the very fabric of business operations across the world. One of the most concerning trends of development is the fact that the pandemic has differently impacted the different services that constitute the hospitality services. This report has investigated the various environmental factors that, in addition to COVID-19, impact organisational performance and culture in the hospitality industry of the UK. Additionally, it focussed on the relationship between organisational culture and financial performance, while also exploring the idea of ethical dilemmas. The above discussion has been undertaken concerning Britannia Hotels. The above report helped conclude that organisational culture has a significant impact on organisational efficiency. The external environment in the UK is somewhat conducive to the promotion of its business and the company stands at a rather disadvantageous position due to the shortcomings of its organisational culture.

















[bookmark: _Toc102683014]Task 1
[bookmark: _Toc102683015]Introduction 
The COVID-19 pandemic has transformed the very fabric of business operations across the world. From bustling office spaces, the workstation suddenly shifted to people’s homes. Amid the sudden closure of most major public operations, the global hospitality industry has been dealt one of the worst blows. One of the most concerning trends of development is the fact that the pandemic has differently impacted the different services that constitute the hospitality services. In the UK, the accommodation service was one of the worst impacted hospitality services. With an unprecedented reduction in the annual revenue taking place in the first half of 2020, the industry is gradually beginning to show some signs of economic and functional recovery (Office for National Statistics, 2021). This report will investigate the various environmental factors that, in addition to COVID-19, impact organisational performance and culture in the hospitality industry of the UK. Additionally, it will focus on the relationship between organisational culture and financial performance, while also exploring the idea of ethical dilemmas. The above discussion will be undertaken concerning Britannia Hotels.










[bookmark: _Toc102683016]Findings and analysis
[bookmark: _Toc102683017]Brief introduction of the organisation
Britannia Hotels is one of the biggest hospitality chains operating across the UK. The organisation began its operations in 1976, with the purchase of the Country House Hotel – a 100-bedroom accommodation. Today the group has 61 operational hotels and over 10,000 bedrooms. Britannia Hotels are located in extensively diverse locations, ranging from bustling city centres to picturesque countryside (Britannia Hotels, 2022). The chain is currently under the significant control of its majority shareholder Alexander Langsam, who is joined by Robert Ferrari. In 2020, Britannia Hotels had a turnover of approximately £11 million (Global Database, 2021). The company had faced significant losses in the year due to the ongoing COVID-19 pandemic. It is headquartered at Halecroft, Cheshire and provides a diverse array of services including bars, restaurants, nightclubs, Spindles Health and Leisure Clubs and many more (Britannia Hotels, 2022). In 2020, the company owned net assets worth £2.8 million and reported gross profits amounting to approximately £2 million. However, in 2021, the company witnessed a remarkable increase in sales, amounting to £120 million (Global Database, 2021). 
One of the most concerning aspects of the Britannia Hotels operation is the fact that the hotel chain has been that it has been rated as the Worst in the UK by a popular hospitality review organisation, Which? for the eight consecutive years in a row (Robinson, 2021). The organisation has an autocratic leadership structure with the entire control of operational management being held by the company CEO, Alexander Langsam (Global Database, 2021). Despite widespread negative reports about Britannia customer services, the company has managed to perplexingly enhance its yearly sales. The Britannia Group of hotels is arguably one of the less favoured employment opportunities in the UK. Employee reviews at common review portals reveal a rather dismal state of affairs for the organisation (Indeed, 2020). Its expansion strategy essentially incorporates the purchase and incorporation of newer hotels and other lodging facilities in various areas all across the UK. however, customer reviews about their experience suggest an inherent lack of adequate cleanliness standards.
[bookmark: _Toc102683018]Introduction of key business analytical tools used in the report
Most organisations are often impacted by a diverse array of external and internal factors that can effectively shape their operational policies and determine the efficacy of their operations. Numerous analytical tools can be used to undertake an extensive analysis of these factors. One such analytical tool is the PESTEL Analysis. It is a strategic analytical framework that recognises six different classes of factors acting on an organisation. These classes of factors are identified as political, economic, social, technological, environmental and legal factors (Yusop, 2018). The political factors analyse how governmental policies may interfere with business operations taking place in a country. Similarly, economic factors deal with various aspects of the economy that may determine the feasibility of a business operation in the country. Social factors refer to the various demographic and cultural trends of society. These factors usually have a direct impact on the human resources of an organisation. Technological factors refer to the level of innovation in the industry and the economy and determine an organisation’s accessibility to the latest technologies. Environmental factors delineate the various environmental requirements an organisation must comply with for successful operation in the country. Legal factors represent the legal requirement of a nation’s government and help demarcate the ease of setting up a business in the country.
The Competitive Forces Model, also known as Porter’s Five Force analysis, is another strategic analytical tool that assesses the level of competitiveness in the industry. In this framework, five competing forces are identified which will help determine the level of competitiveness an organisation will have to face in its area of operation (CFI, 2022). The five forces thus identified may include the intensity of competitive rivalry, the threat of new entrants, the threat of substitute goods, the bargaining power of the suppliers and the bargaining power of the consumer. The intensity of industrial rivalry is the combined outcome of these forces. Here, the intensity of competitive rivalry analyses the impact of the presence of multiple organisations providing homogeneous services. The threat of new entrants analyses an industry in the terms of the ease with which a new contender can enter the business operational sphere. The threat of substitute products refers to the probability of a particular product being replaced by another product with similar functions and purposefulness. Suppliers and consumers of an organisation are two of the most significant stakeholders. When many similar organisations are operating in an industry, that acquires their supplies from a limited pool of suppliers, the suppliers get a higher bargaining power (CFI, 2022). Similarly, when the customers can choose from a diverse selection of available alternatives, their bargaining power with the organisation increases.
[bookmark: _Toc102683019]Organisational analysis using PESTEL, Porter’s Five Forces analysis and outlining the key drivers for change in the business environment
A PESTEL analysis is a suitable tool for determining the impact of various external factors operating in a country, that will help determine the operational feasibility of an organisation in a country. With Britannia Hotels operating in the UK, understanding the various external factor operating on the groups will be possible with a PESTEL analysis for the UK.
· Political factors: the political stability index of the UK stands at 0.47 for the year 2020 (the Global Economy, 2022). It suggests that the UK government is stable, and that Britannia Hotels is not at great risk of service interruptions due to governmental policy disruptions caused by changing governments. For the year 2021, the UK garnered a corruption index score of 78 points (TRADING ECONOMICS, 2022). It suggests the presence of a corruption-free environment in the country which essentially means that Britannia Hotels will not have to face any significant bureaucratic hurdles and delays due to red-tapism.
· Economic factors: In 2021, the GDP growth rate for the UK was 7.4% following a 9.3% contraction in the previous year (TRADING ECONOMICS, 2022). It demonstrates the resilience of the English economy and indicates the presence of a substantial opportunity for economic growth for Britannia Hotels. However, the annual inflation rate for the UK increased to 7% in March 2022, suggesting a substantial increase in the prices of commodities (TRADING ECONOMICS, 2022). Such a high rate of inflation is not good news for Britannia Hotels as the cost of its essential supplies will multiply. At present, the prevailing rate of interest in the UK is 0.75% (TRADING ECONOMICS, 2022). For Britannia hotels, this means that the company can avail of low-interest government loans for its business operations.
· Social factors: In 2020, the UK had a GDP per capita of 41811.36 US dollars. It indicates the presence of a substantial amount of disposable income for the citizens of the country (TRADING ECONOMICS, 2022). It suggests the presence of an appreciable economic opportunity for Britannia Hotels. However, the population growth rate for the UK has somewhat stabilised, standing at 0.565 in 2020. This suggests that the company does not have a significant opportunity for clientele expansion in the future. The latest data about the rate of literacy in the UK population indicates the presence of 99% literacy in the population (Macrotrends, 2022). This suggests the presence of a well-educated labour force for Britannia Hotels to fulfil their hiring necessities.
· Technological factor: in 2019, the UK government sanctioned 1.74% of the GDP for expenditure on Research and Development activities, amounting to £38.5 billion (House of Commons library, 2021). Such remarkable expenditure on research and development activities indicates the adequate availability of the latest technological innovations for Britannia Hotels to choose from. Additionally, in 2020, 97% of UK households had access to the internet (Statista, 2021). This indicates the presence of a substantial digital marketing opportunity for the company.
· Environmental factors: the UK’s environmental laws are enlisted under the Environmental regulatory framework. In 2021, the UK government passed the Environment Act 2021 to provide for the environmental laws that the UK had derived from the European Union (Thomson Reuters Practical Law, 2022). Britannia Hotel’s operational policies must accommodate the provisions included under these legislations.
· Legal factors: most business operations taking place in the UK come under the scope of the Companies Act 2006, which includes various provisions about recruiting, capital maintenance and others. Britannia Hotel must comply with these legal provisions for seamless operations in the UK.
A Porter’s Five Force Analysis allows one to analyse the level of competition that an organisation must face in its area of operation.
· Bargaining power of the customers: Britannia hotel has been recognised as the worst UK hotel chain for many years. Most of its clients, who participated in the service quality assessment survey, stated that they faced troubles during their stay and expressed serious concerns about the cleanliness measures that were in place at the Britannia hotels (Robinson, 2021). Moreover, Britannia Hotels is one of the numerous major accommodation service providers operating in the UK (Statista, 2021). Therefore, customer switching cost, in this case, is low, and due to the availability of numerous other options, the bargaining power of the customers is high.
· Bargaining power of the suppliers: Britannia hotel implements the service of numerous suppliers who provide its hotels with necessary supplies such as fresh produce for its kitchens, beverages for its bars and many others. In the UK, the hotel industry has a market size of $15.1 billion (IBISWorld, 2021). It suggests that the suppliers have adequate availability of client alternatives, indicating a high bargaining power of suppliers.
· The threat of new entrants: Britannia Hotels has been in operation since 1976 and has 61 hotels and approximately 10,000 rooms. When it comes to such a massive organisation, it is somewhat improbable for new entrants into the industry to challenge it. However, poor customer reviews have weakened their position in the market (Robinson, 2021). Therefore, the threat of new entrants is moderate.
· The threat of substitute products: In the hotel industry, there is no real substitute for paid accommodations. There are some alternative accommodation options such as campsites and hostels (Office for National Statistics, 2021). However, they do not effectively substitute the utility of hotels. Therefore, the threat of substitute products is low.
· Competitive rivalry: the hotel industry in the UK is one of the biggest economic sectors of the country. It generates revenue above $15 billion (IBISWorld, 2021). Britannia Hotel has long been rated as the worst hotel chain in the UK. however, despite such profound negative feedback, the organisation has managed to garner substantial profit in sales, amounting to £120 million. However, customers do tend to prefer the services provided by some of Britannia’s rivals such as the Premier Inn (Robinson, 2021). Therefore, the competitive rivalry in the industry is high.
Key drivers for change in the business environment refer to the various industrial factors that can bring about a substantial alteration in business trends. In the case of Britannia Hotel, one such key driver is brand loyalty (InterContinental Hotels Group, 2022). The organisation has served many renowned personalities over the years. As a result, despite many negative performance reviews, the company continues to garner substantial profits in sales. In the COVID-19 era, another driver for change in the hospitality industry is the incorporation of healthy living in services. Britannia Hotel has undertaken a diversification of its services and included healthy lifestyle options (Britannia Hotel, 2022). 
[bookmark: _Toc101432646][bookmark: _Toc102683020]Critically assess the workplace culture of your selected organisation by using some of the questions surrounding the Cultural Web. 700
[bookmark: _Toc101432647]Szydło and Grześ-Bukłaho, (2020) commented that organisational culture is described as a set of beliefs, norms, principles and employee attitudes that provide the organisation with a unique characteristic identity. It is an evolving concept where the organisational belief and value system are gradually modified with time. It is a complex combination of the inherent diversity of an organisational workforce. To better understand the various components of organisational culture, Gerry Johnson (2015) proposed a model named, the Cultural Web. For a thorough assessment of the organisational culture of Britannia Hotels, a survey of ten employees of the Britannia Hotel was conducted. The sample size for the survey was limited to 10 due to the restricted availability of willing participants.
[bookmark: _Toc102683021]Surveying 10 employees of Britannia hotel:
1. Kindly specify your gender
	options
	Percentage of respondents (%)
	Number of respondents
	Total Number of respondents

	Male
	60
	6
	10

	Female 
	30
	3
	10

	Preferred not to comment
	10
	1
	10


Table 1: gender information of survey participants

Figure 1: gender information of survey participants
Analysis: among the limited number of Britannia hotel employees who participated in the survey, 60% of respondents were male, while 30% identifies themselves as female. 10% of the respondents wished to not disclose their gender specifications due to personal reasons.

2. How would you describe your interaction with the higher management of your organisation?
	options
	Percentage of respondents (%)
	Number of respondents
	Total Number of respondents

	Efficient 
	20
	2
	10

	Inefficient 
	60
	6
	10

	Preferred not to comment
	20
	2
	10


Table 2: employee interaction with management

Figure 2: employee interaction with management
Analysis: the employees who participated in the survey expressed dissatisfaction with the relationship they had with the higher management officials at Britannia Hotels. Their response indicates that the organisational structure is so designed that employees do not feel adequately engaged with the organisation. 60% of the respondents believed that the management-employee communication was inefficient. This indicates that the organisation does not pay adequate attention to its employee grievances. It suggests the concentration of power in the organisation. The inefficiency of the communication chain between the employees and the management indicates the absence of an optimal control system. Due to the absence of sufficient informal communication, the organisation has to rely on formal aspects of the control system. In the absence of power-sharing among the employees and the managers, these employees feel disassociated and demotivated. Such negative developments in the workplace atmosphere negatively impact employee performance.
3. What is your opinion about the wages you receive?
	Options
	Percentage of respondents (%)
	Number of respondents
	Total Number of respondents

	Adequate 
	20
	2
	10

	Inadequate 
	70
	7
	10

	Preferred not to comment
	10
	1
	10


Table 3: employee compensation information

Figure 3: employee compensation information
Analysis: The employees at Britannia Hotel experience a general dissatisfaction with the remuneration they receive. 70% of the survey respondents expressed serious concerns about their pay and feel unappreciated and overworked. The respondents mention that the primary shareholder of Britannia Hotels is an affluent individual, but the investments made to the company, according to the employees seem inadequate. Such vastly prevalent unhappiness about the employees’ interaction with the organisation negatively impacts the story component of the organisational culture. It also suggests that the organisation’s routines are somewhat misled. Instead of focusing on employee engagement, the managerial policies seem somewhat disconnected.


4. How important is customer satisfaction for your organisation?
	options
	Percentage of respondents (%)
	Number of respondents
	Total Number of respondents

	Very important
	20
	2
	10

	Not important
	70
	7
	10

	Preferred not to comment
	10
	1
	10


Table 4: customer satisfaction information

Figure 4: customer satisfaction information
Analysis: the responses received for this question have led to an alarming revelation. Britannia Hotel is a hospitality organisation, whose employees feel that it does not care about the well-being of its clients. With 70% of the survey respondents stating that customer satisfaction is not important for their organisation, it represents a stark inefficiency of the organisation’s well-established routines. Moreover, such inefficiency in customer service essentially invalidates the company’s symbols of customer service excellence.
5. Does your organisation arrange adequate training and skill development programs?
	options
	Percentage of respondents (%)
	Number of respondents
	Total Number of respondents

	Yes 
	60
	6
	10

	No 
	30
	3
	10

	Preferred not to comment
	10
	1
	10


Table 5: training and skill development scenario

Figure 5: training and skill development scenario
Analysis: the respondents’ statements reveal that the organisation does arrange some training and skill improvement programs for its employees. 60% of the respondents believe that the skill improvement opportunities they receive at their workplace are fairly adequate. However, 30% of these respondents did not agree with that statement. This indicates that the company does have some employee-centred rituals in place. However, there is still scope for improvement.
[bookmark: _Toc102683022]Critical evaluation of the relationship between organisational culture and performance efficiency, with a description of ethical dilemmas faced by the same and recommended actions with justifications
In the previous section has been discussed that there is an issue with the culture in the hotel where leadership is not properly followed, customers are not treated well, and employee relationship is not managed properly. They are being paid less and there is no good treatment for them. Astrachan et al. (2020), argued that companies need to understand the needs of their stakeholders to build a long-lasting relationship. In that case, it is necessary to keep the in place because in terms of non-financial performance the reputation of the company is damaged and customer reviews are decreasing.  Under financial performance, there is weak a performance in 2018 in comparison to 2019 where £ 9,276.17 was the sales in the previous year which has improved by £10,388.10 in the next year (Britannia.co.uk, 2022).  
An ethical dilemma is significantly related to problems in the decision-making process of the corporate strategy. This can be concerned with not knowing how to manage risk, returns and resources in the firms. Moral standards and ethics are being violated if an organisation is not following the organisational or individual needs (Astrachan et al., 2020). In case the ethical standards and principles conflict with each other then there are high chances that an ethical dilemma can occur. In this regard, health and safety and abuse of leadership are two ethical dilemmas found in companies (Business-live.co.uk, 2020). There is no concern given to cleanliness in the hotels that are impacting the relationship of the customers with the company. There is another major issue that is identified for the company is not having proper leadership in the organisation. These two dilemmas are impacting the performance of the company or further, it can damage the reputation of the company. For the eight consecutive years, it is being regarded as the worst organisation which is not significant for the company. 
Britannia Hotels has been facing major ethical dilemmas where it needs to take actions that can avoid the further negative impact on the business. For this purpose, it is required to follow the following action:
Considering the stakeholder feedback- Britannia Hotels has been facing the major issue of being considered as worst among the stakeholders majorly by customers. In this context, it needs to understand how it can make possible actions so that there can be more ethical practice. It needs to understand how there can be more and more value for money can be created in the business. There is also a necessity to understand the needs of the customers and provide them with the right quality of service. This will help to create a long term sustainable competitive advantage for the company. 
Restructuring the business- there is a continuous criticism faced by the company and there is no proper consideration given to that. In that respect, there is a requirement to make a major change in the way the company operates. For this purpose, it is highly required to keep the business up to date and create knowledge about the changes that are required in the business. Overall, Britannia Hotels need to recapture the market by following the ethical consideration for its employees, using good leadership and helping the customers.



















[bookmark: _Toc101432648][bookmark: _Toc102683023]Conclusion 
The above report helps conclude that organisational culture has a significant impact on organisational efficiency. Britannia Hotel has a rather unfavourable organisational culture, as noted in the employee survey, that is manifested in its poor public ratings. A PESTEL analysis reveals that the external environment in the UK is somewhat conducive to the promotion of its business. Additionally, a Porter’s Five Force Analysis reveals that the industry is highly competitive, and the company stands at a rather disadvantageous position due to the shortcomings of its organisational culture. In the wake of the COVID-19 pandemic, the hospitality industry faced substantial losses and is just beginning to recover from its effects. Such situations have led to the emergence of novel drivers of change such as technological incorporation and brand loyalty.


[bookmark: _Toc102683024]Task 2 
[bookmark: _Toc102683025]Introduction
In this task, there will be a focus given on reflecting on the learning and skills acquired from Workplace Culture and its impact on the Organisational Efficiency module. These skills can be used in prospects where there will be a focus given on exercising personal responsibility and decision making. There will be the use of the Gibbs reflective cycle to reflect on the learning and generate information.   
[bookmark: _Toc102683026]Discussion
Gibbs's reflective cycle helps structure the learning experience and has six major steps.  These steps are description, feelings, analysis, evaluation, action plan and conclusion (Sekarwinahyu et al., 2019). In that case, it is highly required to know the learning from a particular event so that any improvement can be made regarding the same. My learning in the entire module will be reflected using the six stages of this model below: 
[bookmark: _Toc102683027]Description
During this module, I have attained several classes and used study material that has increased my knowledge about organisational management. I have learnt how organizations respond at the time of crisis and what measures they take to reduce the negative impact f the pandemic. In the recent COVID-19 pandemic there has been a major focus given to creating a hybrid culture where companies have allowed their workers to work from home. In that regard, there has been a major focus given to creating a cohesive culture. My interaction with the tutor while completing this module was significant because it has enabled me to know the way workplace culture impacts the efficiency of the organisation. I have come to know about external factors like COVID-19, economics and other things that impact the performance and culture of the organisation. 
[bookmark: _Toc102683028]Feelings 
During the entire module, I have felt motivated where I was able to track my progress during the study and have conducted several activities. During the group activities, I have shown my significant contribution. In the group assignment, I have actively taken part and shown my good communication skill. Rao (2019) opined that good communication skill is necessary for an academic career which can be further transferred to prospects. However, I must use my responsibility in the workplace as well so that there can be more increased impact. Again, my learning about the organisational culture can help in decision making because I will be able to understand the individual needs and create a long-term impact on the business. Overall, I have felt motivated during the entire module that has increased my knowledge. 
[bookmark: _Toc102683029]Evaluation 
My feeling during the entire module consists of both bad and good experiences. In terms of the good experience, I can say that I have profoundly taken part in the group activities and followed the feedback of the tutor. My tutor has also praised my performance during the entire module which I think has motivated me to further do better. On the other hand, I was not able to complete some of my activities on time. This has left me feeling demotivated about my performance in the module. During the lecture on workplace culture, I was not available due to my obligation. It is a major thing that has impacted me along with not having problem-solving skills. I have visited to tutor again and again because I was not able to solve minor issues by myself. 
[bookmark: _Toc102683030]Analysis 
In the entire module, I have found that there is proper support from my tutor I lagged a concentration. My learning about the organisational workplace culture has increased which will use in my future workplace. There will be a proper focus given on using the understanding of the workplace culture in decision making in my organisation in the future.  I will try to keep my teamwork and communication skills robust so that I can apply this in my future organisation. I will not forget my responsibility that is assigned in the future organisation will use my skills so that can complete my work with full efficiency. The skills learned in a university career are useful to acquire jobs in the future (Kenayathulla, 2019). I will also try to further develop my lagging skills so that I can perform efficiently. 





[bookmark: _Toc102683031]Conclusion 
From my overall experience after involving in the module I can say that I have been able to manage my work and responsibility provided in the class by the tutor. However, I need to work on my problem solving and time management skills because these were not properly demonstrated in the class. I have decided not to increase my burden and timely attend the class. There will be a proper focus given on using the skills learnt in the future workplace. This is because it will help me to know the culture of my organisation and take responsibility accordingly. I will try to understand my responsibility in the future workplace and apply the learning as a future carer as well. In this way, this module has helped me to know the areas where I need improvement and to understudy organisational management closely. 


















[bookmark: _Toc102683032]Action plan
After identifying the performance in the particular event, it is necessary to take the control of the improvement in the foundation areas. I could say that I need to focus on developing my time management and problem-solving skill. In this regard, there can be significant steps taken so that I can improve these two skills. Moreover, a lack of dedication cannot be useful to building good skills where I will try not to divert from my goal. For time management skills I will try to develop timetable and prioritise my work. There will be the use of brainstorming and solving puzzles so that I can develop problem-solving skills. 
[bookmark: _Toc102683033]Conclusion
It could be said that in the given module I have learnt different things about the organisation, especially in terms of taking decisions and understanding the culture. Further, I have also found that my communication and teamwork skills are significant but problem-solving skill needs to be fostered. 

[bookmark: _Toc101432649]
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Kindly specify your gender


Male	Female	Preferred not to comment	6	3	1	

How would you describe your interaction with the higher management of your organisation?


Efficient	Inefficient	Preferred not to comment	2	6	2	


What is your opinion about the wages you receive?

Adequate	Inadequate	Preferred not to comment	2	7	1	


How important is customer satisfaction for your organisation?


Very important	Not important	Preferred not to comment	2	7	1	

 Does your organisation arrange adequate training and skill development programs?

Yes	No	Preferred not to comment	6	3	1	
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