Introduction to Costa Coffee 
Costa Coffee is among the major coffee house businesses in the United Kingdom. According to   Costa Coffee, (2024) the Costa Coffee story began back in 1971 when two brothers Sergio and Bruno launch a coffee business in London. The business is now a well-known coffee brand and business that is employing thousands of employees across retail locations, distribution centres and corporate offices. Costa Coffee, a labour-intensive entity in the hospitality sector, relies significantly on proficient Human Resources (HR) management to attain commercial success. The hospitality sector is marked by intense rivalry, swift technological advancements, and a diverse workforce, presenting complex issues for HR professionals. 
In recent years, businesses like Costa Coffee have seen mounting pressure to adjust to technological innovations. Digital ordering systems, mobile applications, automated scheduling tools, and online training platforms have become prevalent in the business. Although these technologies enhance efficiency and customer experience, they necessitate that employees consistently update their skills. Consequently, HR departments must adeptly manage change and assist employees through learning and development programs (Armstrong,2020).
A significant problem for Costa Coffee is the recruiting and retention of talent. The UK hospitality industry faces significant personnel turnover attributed to minimal entry barriers, adaptable labour markets, and evolving employee expectations (CIPD,2023). Employees are increasingly pursuing flexible work arrangements, opportunities for career advancements, and supportive workplace environments. Failure to fulfil these expectations may result in dissatisfaction and increased turnover, negatively impacting service quality and organisational success.
Diversity, Equity, and Inclusion (DEI) has emerged as a crucial strategic focus for Human Resources departments. Costa Coffee recruits individuals from varied backgrounds, and it is imperative to guarantee equitable treatment, equal opportunity, and inclusive working policies. Diversity, Equity and Inclusion (DEI). It’s important to compliance to the Equality Act (GOV.UK, 2013), to treat every employee fairly, equally and respectfully. Although its not only ensuring the adherence to the Equality Act 2010 but also fosters employee engagement, innovation and enhances organisational reputation (Noe et al.,2020). 
This report analyses significant HR problems encountered by Costa Coffee concerning technological innovation, personnel recruiting and retention, and diversity, equity and inclusion (DEI). It assesses current HR techniques employed to tackle these difficulties and critically examines the role of departmental managers in facilitating successful and prompt implementation. The research finishes with suggestions to enhance HR efficiency at Costa Coffee and an overall conclusion.
According to the strategic Human Resource Management (SMRH) theory, businesses can gain a sustained competitive edge by managing their people resources effectively. (CIPD, 2024). Barney’s (1991) Resource Based View states that when an employee’s skills and abilities are valued, rare and difficult to replicate, they constitute a strategic asset. It’s a strategic framework in business that focuses on analysing a company internal resource to identify competitive advantages. (Mazzei, 2024). Therefore, Costa Coffee long term organisational success is strongly impacted by how it handles diversity, talent acquisition, retention, and technological change. Instead of considering HR as simply administrative, this theoretical perspective emphasis the strategic significance of HR inside the company.

 Key HR Issues and Factors
2.1 Technological Advancement 
Technological innovation is a crucial element impacting HR management at Costa Coffee. The organisation increasingly depends on digital resources, including point-of-sale systems, mobile ordering applications, consumer, loyalty programs, and online learning platforms. These technologies improve operational efficiency and customer convenience; however, they necessitate that employees possess sufficient digital competencies. 
A significant number of frontline personnel may exhibit a deficiency in confidence or familiarity with digital technologies, resulting in errors, stress, and diminished productivity. (Armstrong 2020) asserts that businesses must facilitate ongoing learning to adapt to technological advancements. Inadequate training and support may lead employees to resist new systems due to apprehensions regarding job security or performance inadequacy. 
A further consideration is the velocity of technological advancement. Technology evolves rapidly, meaning that skills can quickly become outdated. HR must therefore focus on long-term workforce planning and continuous development rather than one-off training initiatives. Additionally, Costa Coffee operates across multiple locations, making consistent technology implementation difficult.  Differences in training quality and access can result in uneven performance across stores. 
Data protection and cybersecurity are also important considerations. Employees handle customer data through digital systems, and HR must ensure compliance with data protection regulations such as GDPR. Failure to do so can damage organisational reputation and result in legal penalties.
2.2 Talent Acquisition and Retention
Talent acquisition and retention are ongoing challenges in the hospitality sector. Costa coffee competes with other hospitality brands and alternative employment options for skilled employees. High employee turnover is common, particularly in entry-level roles such as baristas, leading to increased recruitment and training costs (CIPD,2023).
Recruitment problems involve enticing applicants who possess the requisite abilities and connect organisational ideals. Employees are progressively anticipating flexible working hours, competitive remuneration, and prospects for career advancement. If these expectations are not fulfilled, employees are inclined to depart from the organisation.
 Retention is affected by job happiness, acknowledgement, and opportunity for development. Numerous hospitality personnel perceive constrained long-term career opportunities, hence diminishing motivation and commitment. (Maurer, 2025) states that Career Development gaps frequently drive employee turnover r. Employee turnover continues to be driven by preventable reasons that highlight the need for organisations to address core areas of employee dissatisfaction. Occupational stress, excessive workload, and irregular working hours also lead to employee discontent. Human Resources must thus implement methods that promote employee welfare and work-life balance to enhance retention.
2.3 Diversity, Equity and Inclusion (DEI)
Diversity, Equity and Inclusion (DEI) is a critical human resources concern for Costa Coffee, given its extensive and varied workforce. The Equality Act 2010 mandates that employers in the UK must avoid discrimination and foster equal opportunity. DEI beyond the legal compliance and incorporates the establishment of an inclusive organisational culture. 
A challenge is guaranteeing reasonable participation at al organisational tiers. Although frontline roles may exhibit diversity, top positions frequently lack representation. Unconscious bias in recruiting, promotion, and performance evaluation processes might restrict advancement chances for under-represented groups 
Another consideration is guaranteeing that workplace policies and procedures address the different demands of employees. The RICS, ( 2024)  states that inclusive HR policies help ensure equal opportunity for all employees. They provide a framework for fair recruitment, hiring, promotion and compensation practices, and can prevent discrimination based on factors such as gender, age, ethnicity and more. To foster a sense of fairness, reduce bias and create a friendly environment for employees. This includes adaptable work arrangements, accommodations for personnel with disabilities, and cultural sensitivity. Neglecting these elements might diminish employee engagement and elevate turnover rates.
3. Evaluation of Contemporary HR Practices 
3.1 HR Practices for Technological Advancement
A fundamental modern HR practice is ongoing learning and development. costa Coffee can utilise online learning platforms, e-learning modules, and in-store coaching to enhance digital competencies. Blended learning methodologies enables people to acquire knowledge at their own speed while implementing skills in practice (Armstrong,2020).
Change management practices are crucial. Human Resources can articulate the advantages of new technology effectively and engage employees in the transition process. Continuous assistance and feedback mitigate resistance and fosters confidence. 
The use of Human Resources Information Systems (HRIS) is another efficient method. According to MacKenzie, (2022) is a software system primarily used by human resources professionals to store and manage employee data such as payroll, benefits, performance reviews, and training records. HRIS allows HR professionals to monitor employee competencies, training fulfilment and performance metrics. This empirical methodology facilities informed decision-making and workforce strategising.
3.2 HR Practices for Talent Acquisition and Retention
Employer branding is a prevalent modern human resources approach. Costa Coffee can enhance its organisational culture, values and career possibilities via social media and recruitment initiatives. An effective employer brand draws candidates who resonate with corporate values (CIPD,2023).
Organised onboarding programs enhance initial employee engagement and decrease attrition. Specific job requirements, guidance, and initial support facilitate the integration of new employees into the organisation.
Carrer development frameworks are crucial for employee retention. The LinkedIn (2019) report states a well-designed career development framework is critical because research from LinkedIn shows that 94% of employees would stay longer at a company if it invested in their careers, yet only 57% feel their organisation does this effectively (LinkedIn, 2019). 


Nevertheless, retention strategies must address both intrinsic and extrinsic motivation. Herzberg’s two-factor theory suggests that salary alone cannot guarantee satisfaction; recognition, achievement and development opportunities are equally important (Armstrong, 2020). Therefore, Costa Coffee must combine competitive pay structures with meaningful career progression and employee recognition schemes. A holistic approach to reward management will strengthen long-term retention.


3.3 HR Practices for DEI
Inclusive recruitment practices, including organised interviews and diverse selection panels, mitigate bias. Blind recruitment methods can enhance equity. Diversity, Equity and Inclusion. 
(DEI) training programs, such as unconscious bias training, enhance awareness and foster inclusive conduct. Employee resource group(ERGs) offer supportive networks and foster a sense of belonging.
 Regular diversity audits enable HR to assess progress and pinpoint disparities. Transparent reporting guarantees responsibility and fosters ongoing enhancement.

However, DEI initiatives must be embedded within organisational culture rather than treated as isolated projects. Accountability mechanisms, such as linking diversity objectives to managerial performance appraisals, increase commitment and urgency. Long-term cultural transformation requires leadership role modelling, consistent monitoring and clear communication of inclusion values. Without sustained leadership support, DEI initiatives risk becoming symbolic rather than transformative

4. Role of Departmental Managers in Implementation 
Departmental mangers are essential in guaranteeing the successful and prompt implementation of HR practices. Managers convert HR strategies into daily practices and shape employee attitudes and behaviours. 
Firstly, managers must be responsible for human resources outcomes. Performance evaluations must encompass indicators pertaining to staff retention, training engagement, and inclusivity. This guarantees that personnel management is prioritised in conjunction with operational performance(Armstrong,2020).
Effective communication is crucial.  Managers must elucidate HR initiatives and resolve employee apprehensions. Consistent team meetings and feedback sessions promote involvement and diminish resistance to change.
Managers necessitate sufficient training and resources to effectively execute HR practices. Human resources departments ought to furnish direction, toolkits, and expert assistance. Inadequate resources may result in inconsistent implementation.
Data-driven decision-making empowers managers to assess progress and implement prompt actions. HR dashboards can identify trends such as elevated turnover or diminished training engagement, facilitating targeted adjustments.
Ultimately, managers influence company culture by their actions. Exemplifying leadership, facilitating growth, and advocating for equity cultivates trust and involvement. Inclusive leadership promotes active employee engagement in organisational efforts.

The relationship between HR professionals and line managers has evolved to become a cornerstone for organisational success, as the function has moved away from the solely administrative tasks for which it was once known and moved into far more human-oriented initiatives.
According to Grapevine, (2023) the relationship between HR and line managers is the foundation of organisational success. It’s not HR’s job to carry out the practices, it teaches within a business. For this, HR relies heavily on senior leadership, and perhaps most importantly, line managers. Critically, line managers act as the link between strategic HR planning and operational execution. If managers lack commitment or capability, even well-designed HR strategies may fail. Therefore, senior leadership must ensure managers are trained in coaching, inclusive leadership and change management. Implanting HR objectives within managerial Key Performance Indicators (KPIs) strengthens accountability and ensures that people management is treated as a strategic priority rather than an administrative duty.

5. Conclusion and Recommendations

The report concludes that Costa Coffee faces strategic HR problems that are closely related to diversity, equity, and inclusion, talent acquisition and retention, and technological advancement. More than just specific HR rules are needed to address these problems; long-term cultural commitment, excellent managerial skills, and integrated strategic alignment are also necessary.
To protect investments in human capital, technological transformation must be accompanied by methods for ongoing learning and retention. Financial benefits, psychological contract fulfilment, and meaningful career advancement must all be balanced by talent management. Also enhancing employer branding a career development structure to bolster retention, and integrating diversity, equity and inclusion into all human resources procedures DEI programs need to be integrated into leadership accountability frameworks and go beyond compliance.  Consistent oversight and data-informed decision-making will improve efficacy.

In the final analysis, sustained competitive advantage in the hospitality industry comes from the efficient management of those who provide everyday customer service rather than just technology. Departmental supervisors must be responsible, adequately trained, and supported to guarantee prompt implementation. Synchronising managerial performance with HR result would strengthen corporate dedication to personnel management.  Through a comprehensive approach which includes inclusive leadership, strategic planning, and evidence-based HR practices, Costa Coffee can turn HR difficulties into opportunities for sustained organisational resilience and competitive advantage. By implementing a cohesive and comprehensive methodology in HR management, Costa Coffee can improve employee engagement, service excellence, and successful performance.
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Appendix

	HR Issue
	HR Practices Used
	Implementation by Managers/HR

	Technological Advancement 
	Continuous learning and development (e-learning, digital training), change management strategies, use of Human Resource Information Systems(HRIS).
	Managers provide training sessions and in-store coaching, encourage employees to use online learning platforms, monitor training completion through HRIS, and communicate benefits of new technologies to reduce resistance.

	Talent Acquisition 
	Employer branding, structured recruitment processes, and effective onboarding programmes.
	HR promotes Costa Coffee’s culture and career opportunities through recruitment campaigns and social media. Managers conduct structured interviews, ensure fair selection processes, and support new employees through orientation and mentoring.

	Employee Retention
	Career development frameworks, employee recognition programmes, competitive reward systems, and work-life balance initiatives 
	Managers provide feedback, identify development opportunities, recognise employee achievements, and encourage participation in training and career progression programmes.

	Diversity, Equity and Inclusion(DEI)
	Inclusive recruitment, diversity training, employee resource groups(ERGs), and diversity audits
	 Managers apply fair  recruitment practices, participate in DEI training, support inclusive workplace behaviours, monitor diversity targets, and ensure compliance with the Equality Act 2010.

	
	
	



