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Abstract: 
The aim for this assignment is to demonstrate the ability of using critical thinking in a situation at my workplace. Knowing what Critical thinking is is essentially very important because it is a way of analysing things in a much more advanced way. I will also be talking in detail of management theories and how they have helped me in the workplace and many other organisations become successful too. Another topic being mentioned is beliefs, attitudes and values and how it affects our behaviour as well and how that is really significant in our daily work lives. This will be expanded most on that topic as most people don’t know that it is important in working. How the manager incorporates everyone together to get a successful business working smoothly will also be talked about.

1.0 Introduction:
[bookmark: _Hlk521954305]Critical thinking is the ability to be able to think clearly and rationally on what to do and what to believe according to (Lau and Chan, 2018). Critical thinking is significant in the workplace as it allows employees to know what to do in difficult situations such as when a client complains.
The workplace being focused on is Toni & Guy. Working there as an apprentice before, and so sharing my work experiences and my learning journey will be really beneficial.








1.1 Background 
Toni & Guy is a hairdressing salon that is an international corporation, dealing with the hair & beauty business. The company was founded in 1963 by brothers Toni and Guy Mascolo and is a dedicated, committed and qualified business company. More than 200,000 employees work for the company worldwide, and all are well trained ensuring success for the company.
Toni & Guy has a mission statement which makes sure that all their hair services reach people from all over the world and provide services that are of high quality, accessible, reliable and are universally acceptable. 
Toni & Guy has been improving over the years, increasing the number of customers and revenue. The firm also applies to everyone no matter the persons race, religion or age.  It advertises by using TV, magazines and radio, which helps in further increasing customers. As there is also stiff competition among the hair & beauty industry, it is important that customers are always satisfied, which is what Toni & Guy always aim to do. All of their services are always to be of high quality at all times to be of customers standards.











2.0 Beliefs, Attitudes and Values
2.1 Definition
A belief is the internal feeling that something is true even if that very belief is not proven true or irrational for e.g. I believe in life after death or I believe in black cats bringing bad luck.
An attitude is how a person applies or expresses their values and beliefs and can be presented by showing behaviour and words e.g. I get very sad when people talk of child abuse or I hate school.   
A value is the measure of worth or importance someone joins to something for e.g. I really value the soldiers in the army or I value my education.                                             (Anderson and De Silva, 2009)
Toni & Guy’s beliefs, attitudes and values are very significant in being able to provide excellent customer service and an all-round great experience to the hairdressers, also to be a successful business and be known worldwide for a very good reputation and at Toni & Guy every job role is valuable they believe in providing more opportunities such as education, salon training services, teaching their staff very good manners, how to be professional and avoid any potential risks and dangers that can occur at the work place, teach their employer about how to listen to customers, and also know what to advise the customers with correct services and products. Staff are needed who are good and passionate about their work and who maintain a good attitude all the time. 
2.2 The Impact of beliefs, attitudes and values on workplace behaviour
Personally, an individual’s beliefs, attitudes and values have a major part in determining someone’s behaviour in the workplace. For me, for example, my belief in always working hard to earn money, determines the fact that putting all my efforts in trying to be the best in the workplace. My attitudes towards different colleagues in my workplace whether it’s trying to avoid someone, having personal chats with someone or just finding another colleague rude contributes to my behaviour. If a problem occurred with someone within the workplace, it would give me an opportunity to display petty behaviour and that is not what an employer wants an employee to display. Also, my values; which are making sure the customers are satisfied, helping the business run smoothly and earning well-paid money link to my behaviour. They link to my behaviour because what values will be most important to me, meaning if they align with the organisations values, then in terms of behaviour, it is good. For example, one of my values is making sure that clients are always left satisfied with a good experience- this is one of the organisation’s values as well. The basic fact that  agreeing with my workplace’s values already shows what my basic values are and that they do not clash with my own personal values.
2.3 COMPANY MISSION STATEMENT
To grow the best, most profitable hairdressing company on the planet where people love to work and clients love to be.
The goal is to exceed expectations and work in a family-friendly atmosphere, their mission is also to focus on what the customer wants and needs on the purpose of targeting more clients. To serve customers with integrity and be loyal to them. Provide staff with excellent training so that they can exceed high expectation services such as hair extensions, haircutting, styling, massages, hair colouring, body waxing, hair braiding, and also providing services for weddings.
Their primary vision is to provide clients with a high quality experience. 

THEIR VALUES
· Being customer focused.
· Acting as team players all the time.
· Always looking to grow, develop and innovate.
· Being self-motivated and passionate.
· [bookmark: _GoBack]Achieving high quality.    (Toniandguy.com, n.d.)






3.0 Management Theories
3.1 Analysis Techniques
As an apprentice at Toni & Guy, learning is essential every day, from how to manage the shop floor, how to properly wash and blow dry hair and be able to do elegant styles with execution. Also knowing the benefit of being able to computerise the salon’s system from prior computer skills is very useful. As an apprentice, it is my job to ask a lot of questions and follow the code of conduct and safety rules as well.
3.1.1 Fayolism
One management theory that mostly relates to my role at Toni & Guy is by Henry Fayol, (1949) sometimes called Fayolism. He made 14 principles to sum up how an individual should manage employees (if a manager) or themselves and they are:
1. Division of Work
2. Authority and Responsibility
3. Discipline
4. Unity of Command
5. Unity of Direction
[bookmark: _Hlk521943689]6. Subordination of Individual Interest
7. Remuneration
8. The Degree of Centralization
9. Scalar Chain
10. Order
11. Equity
12. Stability of Tenure of Personnel
13. Initiative
14. Esprit de Corps
The principles relating with me were his second principle on Authority, as I am an apprentice, my manager has the authority to order me around, whilst also not damaging my human rights. It is also very similar to his fourth principle Unity of Command, which talks about listening to instructions, which is also an activity I carry out. 
His third principle on Discipline was very relatable to me as respect is a very important attribute to have as an employee. Without having a good set of values whilst working, it will eventually make you unemployable, as people would not want to work with you. 
[bookmark: _Hlk521943499]His fifth principle is on the Unity of Direction which expands on the fact that working together as a team is just as important when working in a business with other colleagues. As many of us in Toni & Guy have different roles such as hair technician and colourist, we all have to work together to give someone the desired style they want and to help function the shop floor, in order for our business to be a success.
His sixth principle on Subordination of Individual Interest talks about everyone in the business putting the organisation’s needs before their own personal interests. This helps the organisation to run smoothly as everyone will have the same needs as their priority, so it is known what everyone values whilst working. Instead of having own personal interests which will complicate the organisations values as everyone would have different interests.
His seventh principle is Remuneration, this personally encourages me to carry on working hard and thrive at what I’m doing whether it is non-monetary (more responsibilities, a compliment, credits) or monetary (financial compensation, bonus or some other type of compensation).
His ninth principle that Toni & Guy relates to is the Scalar Chain. Managers and senior technicians at the top, colourists and stylists in the middle and apprentices and receptionists at the bottom. With this structure, technicians/stylists can be able to ask the salon manager for help without challenging the hierarchy in any way.
The tenth principle which is about Order, talks about how resources should always be provided at disposal, within an organisation to be able to function properly. The workplace should always be clean, tidy and safe. This is a huge factor which contributes to our success.
Equity, Henri Fayol’s, eleventh principle is nearly every organisations main principle. Treating clients equally and kindly, can boost the amount of clients you already have. This principle goes the same with managers treating their employees impartially and employees respecting each other. Respect in an organisation helps it to run smoothly and achieve more.
The 13th principle is Initiative. The salon manager in Toni & Guy allows her employees to use their initiative and by initiative, also means creativity. Allowing employees to express their ideas is a source of strength for the organisation and in turn, encourages us as employees, to be more involved and interested.
3.1.2 Honey & Mumford’s Learning Styles
Another management theory that related to me, on my time working at Toni & Guy is Honey & Mumford’s learning styles, (Honey and Mumford, 1992). Their learning styles consist of 4 stages: 
See Appendix A
Stage 1: Activist- Having an experience
There was a time when I had to dye a customer’s hair with bleach, her hair was a very dark chestnut brown and after it was done by washing the dye from her hair, her hair colour was a really light brown. My client started complaining to me that that she wanted beach blonde hair and that she was not satisfied with her end result. Being unsure with how to handle her claim and so later, I called my manager to come and help with the situation. My manager told her that the colour her hair became after the bleach was completely normal and fine, as her hair was very dark to start with. She also told her that if she wanted the beach blonde colour that she was asking for she would have to bleach her hair a few times more, to achieve her desired result. The client then said she was fine about the situation and that she did not know she would have to bleach her hair a few times. The client then left saying “Sorry, for the misunderstanding”. Letting us know that she was leaving happy.
Stage 2: Reflector- Reviewing the experience
After that situation, thought to myself how I could have handled the problem a bit better. My manager only assured my client that everything was fine, and that she just had to book a few more appointments to get her desired hairstyle. After that thinking of ways that could improve my communication skills, because that seemed like my main issue there. If I had known what to say and how to say it, then the situation could have gone differently.
Stage 3: Theorist- Concluding from the experience
I decided that I had to talk to my manager more in terms of handling clients by providing good customer service. She decided to give me a session on customer service and I learnt a lot about problem solving in difficult situations. I left the session knowing more than I did before, which was very helpful.
Stage 4: Pragmatist- Planning the next steps
As now being fully informed about how to deal with difficult customers or tricky situations, then knowing that the next time a situation happened, extra help wouldn’t be needed. A few days later, a client came in and told me they wanted a curly pixie cut. As the hairstyle was finished but the customer wasn’t satisfied with the type of curls that I did on her. So, then reassured her that it could be fixed and then brushed her hair out and curled it to the way she wanted it to be curled. My client was satisfied and even gave me a tip! So now, I have learnt to handle anything within my business.
Honey & Mumford’s learning style has really impacted my own beliefs, attitudes and values. I now know how to handle many situations and because of that my beliefs on being versatile in the workplace was only because someone had had years of experience and my view on that has changed. Even though still being a learning student, as now can classify myself as being very versatile around the workplace. My attitude on knowing how to learn a skill has also changed, because before I would get annoyed very quickly if I did not know how to do a certain thing or learn a skill as quickly as others. But now knowing how to be patient has been really helpful and that practice really does make perfection. My values align with Toni & Guy’s, now am customer focused- making sure each client leaves with a positive experience. And am now even more passionate about my job because I have seen how I have grown and can continue to grow in my profession. 
The reason why Henri Fayol’s management theory was chosen because I felt that it really related to my experience in Toni & Guy. Many of his principles are our values and so it was one of the best management theories to compare to.
The reason why Honey & Mumford’s learning style is chosen is because in my learning process I had went through each of the 4 stages in Honey & Mumford’s learning style. Actually rethinking each stage in detail has helped me reflect even more on my learning experience.
3.2 Human Relations
Human relations is very important in the workplace, as the relationship between employees and management is substantial (Petryni, 2018). Some examples of human relations within the workplace is when the management addresses the employees’ needs- this is important because employees will feel involved and important. Another example of human relations in the workplace is resolving conflict- colleagues have to work as a team to be able to problem solve situations that include each other, if done successfully, it eventually brings the team together. An additional human relations example is fostering a workplace culture. By doing this, it sets boundaries in terms of what an employee can and can’t do, for example chatting loudly to another colleague whilst doing a client’s hair as it would not be professional.
4.3 Systems Theory
A system is a whole piece of distinct parts which form a quite complex whole. The systems theory is either a closed system, which isn’t affected by its environment or an open system, which is affected by its environment (Spirkin, 1983)
[bookmark: _Hlk522215687]Each part in the systems theory is distinct. An organisation is also formed by employees, products, resources, assets, information and in the end forms a complex system. To explain human behaviour especially in the workplace, it is usually best to use theoretical approaches for different types of work.  
The Systems theory is a different approach to trying to understand, manage and plan organisations. Employee relations is a form of discipline (human resources) and it concerns in trying to connect employers and employees even more. Systems theory provides a better view on how to approach employee-relations initiatives. This systems theory allows managers to fully understand their employees with the ideas they want to produce and create.             
The manager at Toni & Guy manages staff in an orderly fashion. She makes sure that each member of staff has an allocated role in the salon, whether it be a hair technician, a colourist, or a senior stylist. This helps make sure that everything is functioning well and in proper condition. Also work shifts are done in rotas, and are sometimes changed

4.4 Manager’s role 
I am going to write as if I am the manager at Toni & Guy to further explain how the systems work and how every staff member functions with their each of their own individual roles.
Now being the manager of Toni & Guy, I have made sure that I know how to lead an organisation by taking classes on management and the type of industry that I’m in- the hair & beauty industry. To make sure that everything is always ready to start the day by being at work early and prepping the shop before the day starts. This makes sure that there are no problems ahead and employees can work smoothly for the rest of the working day.
Making sure that each employee knows exactly what their role is within the business, and that the role they are allocated with, they are also happy with. This is practically the Systems theory. All the employees are made sure to be experienced in what they do and have attended courses for their particular job. As the Toni & Guy in Westfield has been rated really well, it shows the importance of management and participation within a business is always significant. (Successfactors.com, 2018).
The hairdressers (senior technicians, advanced or non-advanced colourists and stylists) as said before are specially trained in what they do and so that helps in minimising the amount of clients that complain. As all staff are well experienced, many problems do not occur, but that is not always the case. If a client does complain for example, if a haircut goes wrong or the shade of colour they got on their hair is not wanted, employees know what to do. I make sure of this by providing them with sessions on how to handle clients in difficult situations and the type of language that they need to use. For example using positive language instead of negative language:
To have great customer service skills would be having great communication skills as well to be able to really communicate well with customers. An excellent knowledge of products is also really helpful in being able to answer any questions that the customers may ask. As also with positive language, it could really effect how a customer sees the business (Ciotti, 2018) for example: A client claims that the hair colour she has just done is not the hair colour she actually wanted.
With negative Language: I can’t get you that hair colour right now, because your original hair colour was to dark to start with. There is no way I could have dyed your hair from a dark brown to a light blonde by dying it once.
With positive Language: The hair colour you now have is a result of your original hair colour being too dark, this is normal if you have dark hair. We’ll book a few more appointments to further dye it to get the hair colour you want. Is that alright?
With positive language the customer would be left at least satisfied to know that they will get the hair colour they asked for, but with negative language, all the customer would be focusing on is the fact that they could not get the hair colour they wanted. As the employee never discussed the possibility of the customer actually achieving the hair colour, which is why the client would have focused on the negative. Which is why most employees from other stores, like Toni & Guy, tend to use positive language when talking to clients for them to leave with a satisfied experience.
At Toni & Guy we also employ apprentices to study for their apprenticeship in a real-life work setting. This I feel helps the apprentices to learn first hand how to perform particular roles in a hairdressing salon. By learning first hand, it allows for a surreal and better experience instead of just doing written work on different hair products and techniques. Being practical, is more useful in learning quicker and better.
As mentioned before, customer service skills are so important for our business, as it decides how many clients we actually have. Clients are our first priority in terms of delivering the best hairstyles for them and providing them with a great ambience within the shop. We provide refreshments such as tea, coffee and biscuits, and also magazines and a TV to keep clients entertained and feeling comfortable. As Toni & Guy have a product line, it is a bonus if wanting to gain revenue. If a client says that a particular product is helping their hair to grow then, they would want to buy it. That would then really boost the revenue.
According to (Salon IQ Salon Software, 2016) there are four main points in a business that is important:
The Computer System
Being a manager, it is very necessary to train your staff on how to use the computer system for booking appointments, so there is no need to use paper for it. Knowing how to also separate different appointments by colour-coding is also useful. The benefits of the computer system is that there is an in-built system of how to organise things well.
Client Records
Also, teaching them how to keep client records in the system is very helpful because keeping paper notes instead ca be very misleading for example paper being missing or torn apart. It can also teach you more about an individual customer for example keeping a record of knowing what type of drink a client likes, like black coffee, just for future references of making it easier to serve someone.
Stock Control
Having a stock control system or someone in charge of stock on a regular daily basis is handy in terms of making sure stock is always available. For example, if a client asked for a product that you had used on their hair the last time they came and you respond with “We’re out of stock, sorry.” It would seem very unprofessional, and would make the business look bad. Stock control is very helpful because we use this system to check the availability and the quantity of the products to make sure that they arrive on time for use.
Client Surveys
Client feedback is vital in knowing how to improve and knowing what is mediocre in your business system. Knowing a clients point of view will help you to achieve more success in terms of gaining more clients, as they will not only feel but know that their voices are being heard. Which, in turn will boost revenue within the business.

Conclusion
All in all, critical thinking is a very vital attribute within employees in a workplace such as Toni & Guy and in daily life. Knowing what theories to use in managing a business and how to analyse a theory in-depth to fully understand how to apply it in your business is also very helpful. It can also maximize your customer value and loyalty and also boost revenue. I have learnt so much about the use of critical thinking to the point where I know it will benefit my business and daily life.
Appendix
[image: ]                                           Appendix A






http://www.open.edu/openlearn/ocw/mod/oucontent/view.php?id=20471&printable=1










Bibliography
1) Lau, J. and Chan, J. (2018). [C01] What is critical thinking?. [online] Philosophy.hku.hk. Available at: https://philosophy.hku.hk/think/critical/ct.php [Accessed 19 Aug. 2018].
2) Toniandguy.com. (n.d.). Careers - Heritage & values. [online] Available at: http://toniandguy.com/careers/heritage-and-values [Accessed 13 Aug. 2018].
3) Anderson, M. and De Silva, S. (2009). Beliefs, Values and Attitudes. [online] Me-and-us.co.uk. Available at: http://www.me-and-us.co.uk/psheskills/bva.html [Accessed 19 Aug. 2018].
4) Fayol, H. (2013). General and industrial management. Mansfield Centre, CT.: Martino Publishing. Issue 1.
5) Honey, P. and Mumford, A. (1992). The manual of learning styles. Maidenhead: P. Honey. Issue 1.
6) Petryni, M. (2018). The Importance of Human Relations in the Workplace. [online] Smallbusiness.chron.com. Available at: https://smallbusiness.chron.com/importance-human-relations-workplace-23061.html [Accessed 14 Aug. 2018].
7) Spirkin, A. (1983). System and Structure. [online] Marxists.org. Available at: https://www.marxists.org/reference/archive/spirkin/works/dialectical-materialism/ch02-s07.html [Accessed 19 Aug. 2018].
8) Successfactors.com. (2018). Performance Review Process & Goal Management Process Best Practices | SuccessFactors. [online] Available at: https://www.successfactors.com/en_us/lp/articles/optimize-performance-management.html [Accessed 19 Aug. 2018].
9) Ciotti, G. (2018). How to Handle 8 Challenging Customer Service Scenarios. [online] Helpscout.net. Available at: https://www.helpscout.net/blog/customer-service-scenarios/ [Accessed 12 Aug. 2018].
10) Salon IQ Salon Software. (2016). Salon Management Systems. [online] Available at: https://saloniq.com/salon-management-systems/ [Accessed 19 Aug. 2018].
2

image1.png
Activist

Stage 1
Having an
experience
Pragmatist Reflector
Stage 4 Stage 2
Planning the next steps Reviewing the experience
Theorist
Stage 3

Concluding from
the experience




