Organizational Assessment Strategies 

Introduction

Organization's strategy 

Wawa has created a bond between employees and the brand. The value of the brand resides in the employee and customer centric culture. The organization has a clear vision of the skills and competencies of the ideal employee; makes the most of talent; creates pride in the brand; builds community; shares the business context and satisfies the soul (Bendapudi & Bendapudi, 2005).

Wawa has a clear vision of the ideal employee profile. Recruitment, selection and development are fine tuned to focus on the candidate’s inherent qualities with the recognition that other skills can be taught. 

The organization makes the most of talent by raising the bar on expectations. Wawa signals their commitment to these benchmarks by providing over one hundred in-house courses at Wawa University. The firm has programs for employees to pursue, such as, degreed curriculums. Corporate views higher education as a benefit to the individual, the community and to the company by raising self-confidence and increasing critical thinking skills. This feature makes Wawa an employer of choice thus enriching the employee-centric brand. 

Wawa creates pride in the brand. Wawa’s retail environment is distinguished by world class customer service. Loyal employees form a cadre of 16,000 brand ambassadors. The firm has a devoted following for Wawa brand products; eliminated ATM surcharge and does not sell lottery tickets. Wawa was willing to forgo revenue generated by these services in order to maintain the mission to continue to delight customers. 

 
Wawa builds community and emphasizes loyalty by rewarding repeat business. For example, cordial, customer-service oriented employees, a coffee host that greets regulars by name and remembers their coffee preference establishes a relationship with the customer.  A couple got married in one of the stores; cake and coffee was provided. These types of experiences create a bond with the community. Wawa supports charities and deploys employees from other locations when natural disasters or when a personnel crisis disrupts normal service. .
Wawa shares the business context with its employees by disseminating information that clarifies how the company operates and how it defines success. This transparency engenders trust based on shared values and mutual understanding. Employees also are educated as to how their work influences company financials which makes it easier for employees to support management decisions. 

The organization satisfies the soul. Research suggests that a company that meets the employees need for security, esteem and justice captures individual creativity and engenders employee engagement. Profit sharing, as an incentive for retention and reward for performance, shows that the company cares about its employees. Top performing stores and managers receive recognition and are rewarded (Bendapudi & Bendapudi 2005).
The relationship among culture, strategy and structure support performance within the industry among competitors.  External forces situate the organization on a platform to function within industry driven parameters.  Wawa’s core purpose is to simplify the customer’s daily life. This mission statement comes to life when employees honor these company directives: value people; delight customers; embrace change; do the right thing; do things right and possess a passion for winning (Szumski, Mitchell & Schaeffer, 2008). Customer service was a guiding mantra when corporate decided to install no fee ATMs in stores and when they phased out franchises that created lucrative in-store partnerships with Taco Bell and Dunkin Doughnuts.  Reduced revenue did not hinder Wawa from continued efforts to delight customers and do the right thing (Bendapudi * Bendapudi, 2005).  This is an example of corporate objectives in alignment with corporate vision.

