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Executive Summary
The purpose of this report was to investigate the benefits and risks artificial intelligence (AI) technology has on Starbucks. The report specifically reviewed the impact AI has on supporting the managing of people, also how it improves the overall business performance and sustain competitive advantage.                                         The report found that investing in AI technology heavily benefits organisations as it can carry out long mundane tasks that once would need multiple workers, can be done through one computer system which is able to filter mass amounts of data in short periods which results in the organisation saving time and money.                                                                                                                             Looking in to how Starbucks is already using AI technology It was clear that a lot of money and time have been placed in to developing interactive AI platforms between customers and the company through the use of chatbots and mobile apps but there is huge lack of AI technology that can be incorporated to make the organisation and its employees have a greater work life experience.                                                                    Methods like AI video recruiting is discussed and how using it can benefit Starbucks such as vastly shortening the recruitment process and finding the most suitable candidate by searching for specific data can filtering thousands of applicants in a given time frame.                                                                                                                                 The benefits of introducing Chabot’s to employees Is explored, one being increase in employee satisfaction due to the way they can respond anytime to any queries employees may have and keep workers up to date with news within the company and the day to day running’s of their store.                                                                                                                 AI does come with some ethical issues as it can automate many jobs resulting in redundancies and systems can become prejudice due to the data that is being inputted, this can be controlled by humans though by creating transparency settings.                             Overall the report concluded that investing in AI is a wise choice for Starbucks If they want to continue to expand as It benefits their large workforce, helping to ensure every employee have goals to reach and are made to feel valued by the organisation.                         
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[bookmark: _Toc496043658][bookmark: _Toc532374027][bookmark: _Toc532374315]Introduction
The purpose of this report is to investigate the benefits and risks artificial intelligence (AI) technology has on Starbucks. Whilst AI is a hot trend for focus, it is a concept introduced back in 1956 by John McCarthy.  This report will specifically review the impact it can have on supporting the managing of people, also how this can improve overall business performance and sustain competitive advantage.  It will highlight how Starbucks is already using AI technology, the risks and costs of an AI strategy, and point to steps to overcome any undesirable factors. The power of AI is revealed in an Amazon study, an organisation which has heavily invested in AI.  The Business Insider report states “Amazon achieved impressive results from its $775 million acquisition of Kiva, a robotics company that automates picking and packing”. Productivity moved from 60 to 75 minutes by humans to just 15 minutes with Kiva (Kim, 2016).
[bookmark: _GoBack]
[bookmark: _Toc532374028][bookmark: _Toc532374316]background on STARBUCKS
Starbucks started in 1971, opening their first store in Seattle. The company wanted to differentiate themselves from other coffee stores by offering customers world premium, fresh roasted, whole bean coffees, “Today, with more than 15,000 stores in 50 countries, Starbucks is the premier roaster and retailer of specialty coffee in the world” (Starbucks Coffee Company, 2016). Starbucks have gained a work force population of “ 238,000 employees and a market capitalization of $82 billion” (Lebowitz, 2018). 
[image: ]
Figure 1, (Starbucksemeacareers.com, 2018)



[bookmark: _Toc532374029][bookmark: _Toc532374317] How AI technology is impacting people managaement
Technology has created a 4th industrial revolution due to the way that it has impacted economies, professions and the day to day lives of society.                                                                         Through the growth of technology AI was developed and is now assisting in creating a more efficient and cost-effective working environment. “Today’s companies must revise their approach to adopting technology and talent acquisition to carve out a comparative advantage and effectively pursue new business strategies” (Oxford Strategic Consulting, 2018). Due to the rise of technology and globalisation complex working environments have arisen meaning traditional strategies are no longer effective ways in trying to create a competitive business. VUCA helps to describe and identify conditions which are constantly and inevitably changing within the organisation and its competitors. VUCA stands for Volatility, Uncertainty, Complexity and Ambiguity.         
[image: ]
Figure 2, (Bennett, 2014)   

 People are the organisations key assets, if a business is unable to understand their employee’s then management will not be successful, this can result in project failures due to ineffective management, “Success in business is all about people, people, people. Whatever industry a company is in its employees are its biggest competitive advantage” -Richard Branson. For an organisation to ensure success there has to be well structured management of human resources (HR). HR is assigned to ensure an organisation is meeting its objectives through its employees. They also have a duty of care for their employee’s welfare, meaning creating a safe working place, making sure that employees feel they have a healthy work-life balance and also assisting them with any personal problems which could affect work performance. The several areas within HR include; Recruitment, Learning and Development, Employee Engagement and Performance management.

[bookmark: _Toc532374030][bookmark: _Toc532374318]RECRUITMENT
Employee relations manage interactions throughout the organisation between every employee throughout the different levels in the organisations structure. It comprises of working side by side with trade unions, offering reasonable and consistent treatment to all and mediating conflict. “process of generating a pool of capable people to apply for employment to an organisation” (Bratton and Gold, 2007)                                                  Selection can be explained as the “process by which managers and others use specific instruments to choose from a pool of applicants a person or persons more likely to succeed in the job(s), given management goals and legal requirements.” (Bratton and Gold, 2007). Currently to apply for a job in Starbucks the applicant applies through the Starbucks website. The website is simple to navigate and allows you to choose the job you wish to apply for. The website then takes you to a page which outlines what’s expected of the role, and the qualifications/experience required. If successful the applicant continues on to the interview stage with the store manager.                                                                                                                     Starbucks could use AI technology to help recruit. AI video recruitment is on the rise which Starbucks could potentially invest in. The AI video uses; “biometric and psychometric analysis to evaluate not only the quality of candidate answers but also voice quality, pace of speech, voice energy, use of fillers, facial micro-expressions and body language” (Horton, 2018). 
	AI in recruitment

	Benefits 
	Drawbacks

	provides an in-depth analysis in to a candidate, searching for specific words in resumes and uses other aspects like location, income and education as an indication of suitability.
	Loss of jobs; “AI expected to replace 16% of HR jobs within the next 10 years” (Forbes, 2018).

	Time saved reading through 100s of resumes.
	Cost time and money to train employees to work the system to make sure it runs correctly.

	AI can contact candidates, carry out initial interviews and then present the most suitable candidates.
	Candidate maybe best for the job in terms of qualifications, but may not have the social skills required.

	AI can assess candidates most likely to accept an offer, saving companies a lot of time and money.                                                                                                                               
	Initially AI is expensive to invest and also have to be continuously updated which costs time.
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Figure 3, (Racist AI, 2018)

A drawback with incorporating AI in recruitment is it can develop prejudices from the training data which creates unintentional race, culture and gender biases. One example of this was a computer program used by a US Court for risk assessment was mistakenly claiming black defendants to reoffend at twice the rate as white people (45% to 24%), according to the investigative journalism organisation ProPublica. (Buranyi, 2018). Although computers become bias down to human error based on the information we feed it. Starbucks can eliminate any bias by checking the data inputted is transparent and fair.  

[bookmark: _Toc532374031][bookmark: _Toc532374319]LEARNING AND DEVELOPMENT
Learning and Development (L&D) professionals seek out skill gaps which they then have the duty to fill, this can be done through employee training and/or recruitment. “Digital technology has a direct effect on employees as it affects the way in which their work place is run meaning that employees must be diverse and open to learning new skills in order to have an keep up to date with changes”(IBM Watson Offerings, 2018).                                                                                                            Through the Starbucks mobile app a customer is able to make an order through “my Starbucks barista” a form of chat bot. The order is placed using voice recognition and the virtual barrister replies with responses that an employee would, asking the customer for anything else, what the customer total is and how long and where to pick the order up from. Even though this is a great way to engage with customers it could also be a great way to engage with employees, Chatbots can ensure regular communication channels, provide answers to questions an employee may have 24/7 and give feedback to the employee. 

[image: ]
(Starbucks Coffee Company, 2018)

AI powered assistants (Chat bots) are becoming more commonly used within organisations and defined as “an automated, yet personalized, conversation between software and human users” (Meister, 2018).                                                                    Mya is a Chabot that has been created for organisations. The Chabot engages with employees recording data and answering applicant questions, this could be a programme that Starbucks could invest in. A Chabot can support learning and development due to its easy access. If an employee has a smart device any queries can be answered within a couple of taps. It’s more beneficial than using google as a Chabot will be tailored to specific area so will supply the employee with targeted information. Chabot’s also will benefit Starbucks employers as the bots can report back what ways people learn best and also what areas employees are unsure about.
 
[bookmark: _Toc532374032][bookmark: _Toc532374320]EMPLOYEE ENGAGEMENT 
Employee engagement focuses on employee satisfaction. When employees feel valued and recognised within an organisation their performance and productivity levels increase, If there is low satisfaction then employee turnover can become high which can cause problems for Starbucks; “Employee turnover can have negative impact on an organisation’s performance, understanding reasons behind staff turnover, employers can devise recruitment and retention initiatives increasing employee retention” (CIPD, 2018).                                                                                Engagement specialists uncover ways to maintain high productivity levels but this could be accomplished through the use of AI.                                                                                                                          Starbucks currently does not have an online platform that allows employees and employers to engage or communicate.                                                                                                                    Having an online platform for employees could benefit Starbucks as communication and engagement lines can be tremendously strengthened. It allows employees to be kept up to date with changes within the company, also surveys can be carried out within an app allowing employees to communicate their ideas and opinions. Employers could use surveys for their benefits to monitor employee satisfaction and find areas which need improvement.                                                                            Employee recognition and rewards can be announced through the app and create opportunities for fast track career opportunities for excelling individuals.                                        Starbucks could also use technology to improve retention by caring for their employee wellbeing, Oracle an IT company have invested in employee wellbeing and in return have seen “reduction in £1 million in absence costs” (Campbell, 2018). Oracle have achieved this by encouraging employees to care for their health encouraging health check-ups and more relaxed working environments providing “mindfulness” sessions. Starbucks could incorporate these strategies and also encouraging other stress relieving techniques such as employees take regular short breaks rather than one long break.

[bookmark: _Toc532374033][bookmark: _Toc532374321]PERFORMANCE MANAGEMENT
Performance and reward experts help determine the wage an employee should be receiving and rewards they have earnt. “Performance management is the activity and set of processes that aim to maintain and improve employee performance in line with an organisation's objectives” (Gifford, 2018).                                                                                 AI has been successful in delivering business benefits such as creating career development programs for every employee within a company “AI can find the best job position by creating a profile for each employee’s values, goals and career aspirations” (Amyx, 2018). By investing in a career enhancing program, it would support current employees by allowing them to see what targets they must meet in order to move up within the company. This benefits the company as they have employees who are motivated and determined to provide excellent service in order to reach their job role goal.                                                                                              Machine learning works at its best when supplied with a continuous flow of data, “Super-fast hardware combined with a continuous flood of real-time data from multiple channels enables AI to drive unprecedented business results” (F.Walker, 2017). This is why I think it would work for Starbucks as they have a very large workforce, there would be a constant inflow of data that the system could filter and learn from enhancing its abilities to be able to provide the best answers for employees.                                                                                                                      Along with finding the most suitable role for an employee it’s also important to insure that they receive an induction. An induction is important as it helps the employee to settle in to the position and understand their role; ‘improves the person-job fit, reducing turnover and absenteeism, and increasing employee commitment and job satisfaction’ (Taylor, 2014). An app that has been designed to ensure a successful introduction is the “on boarding Buddy”. It allows new recruits to ask questions they may not have the courage to ask that hinders learning. This could benefit Starbucks employees with the number of recipes they need to know. If an employee is uncertain then they could use the app to search for the recipe of a specific drink.

[bookmark: _Toc532374034][bookmark: _Toc532374322]CONCLUSION
Starbucks are currently incorporating AI technology in to their organisation and have had success as the number of customers using their apps and placing online orders have continued to rise, although there is a huge lack of AI technology that could be incorporated in to the organisation to benefit the 4 areas of HR that I reviewed.                     AI technology does comes with some ethical issues as it automates many jobs and also creates unintentional biases but this can be controlled with human supervision by inputting non bias data and create clear boundaries on what is and what is not acceptable in different situations. This means that Starbucks need to have a “robust Quality Assurance and approval process one that is augmented with AI-specific best practices” (Walker, 2017).
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Aversion of this article appeared in the January~February 2014 issue of Harvard Business
Review.
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