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[bookmark: _Toc531267802]Introduction:
Human resource management, as stated by Brewster et al., (2016), is the process of management of the employees within organization in a way so that they become the business assets (Brewster et al., 2016). Thus, the employees are often terms as the capital in the form of human and just like other assets of the business the goals of the organization is to retain the employees and make most use of them so that the objectives of the business can be fulfilled. But at the recent times, many organizations face problems in retaining and managing their employees and thus turnover affects the organizational productivity (Aşçı, 2017).
Marchingtonet al., (2016) opined that there are a variety of purposes of human resource management within an organization that include recruitment of the new staffs and also maintaining relation between the employees of the organization 
This report will deal with the Café Expresso’s employee turnover and other human resource management related problems and will also state the issues that are faced by the organization and how the situations will be improved. Further, the report will also focus upon how Café Expresso will be able to attract as well as retain the employees within the organizational settings that will further strengthen their HR strategy.
[bookmark: _Toc531267803]Analysis:
Café Expresso is one of the oldest coffee bars in UK and there are more than 6000 stores that are located globally, among which 500 of them are located in Ireland and UK. But in the recent times, the human resource management related problems has affected the coffee bar and the sales figure has decreased as well which has reduced the market share of the organization and they moved from 1st to 3rd position. In the next part of the report, the issues that have been faced by Café Expresso will be discussed along with how they made improvement in the situations.
[bookmark: _Toc531267804]Issues faced by Café Expresso and their situation improvement:
Café Expresso was in the number one position in the marketplace due to the advantage they enjoyed and for 15 years they were in the 1st position. But as the competitors copied the model of Expresso the advantage of the organization was lost, and they slipped to 3rd position in the marketplace. There are various issues that have been faced by Café Expresso in the market and most of those issues are related to human resource management that were required to be addressed in order to gain back the position that they have lost. A few issues that have been faced by Café Expresso have been listed below:
Firstly, Café Expresso is an old business with more than 15 years of history and being an old Café in the market, there were a lot of rising competitors in the recent times who have copied the business model of the organization and have also hired the key staffs of the organization by providing them competitive salary as per the standard of the industry. Being in the hospitality industry, customer service is very important (Pizamet al., 2016).
Secondly, Ben Thomson, who was a charismatic leader, was appointed by Café Expresso during the troublesome times and enquiring he found out that the customers were always loyal to the brand, but they shifted the brand due to the worse and inferior experiences. Additionally, the variety of coffee that was supplied by the organization during that time was of very inferior quality and thus Café Expresso slipped to 3rd position from 1st.
There were a variety of sources that were identified by Thomson that can help in providing the organization with competitive advantage and they are as follows:
Strategy re-launching can go a long way in bringing in sustainability to the falling sales of the organization (Fairholm, 2009). Re-launch of the strategy of the business was done by BenThomson and a new vision was set for Café Expresso that states, ‘To be the number one coffee house of choice across the globe’. 
Secondly, Thomson identified the fact that human resources of the organization can play a noteworthy role in the success of the organization, but coffee industry employee pay is low traditionally which can act as a barrier and also the employee turnover rate of the industry stays between 50-100% which is also another factor which can act against the organization. 
There are a few priorities that have been identified by Thomson in order to work for betterment of the situation which is mentioned underneath:
· Being in the first position in term of coffee house across the world.
· Retaining the customers that exist with the help of loyalty services.
· Attraction of new customers with the help of providing them with experience of coffee house. 
Additionally, there are a few steps that have been taken by Thomson which include the following:
Customer Service:
Customer service is very vital in the hospitality industry (Grönroos, 2007). With the help of providing superior customer service, the organizations are able to gain customer satisfaction which makes the customers loyal towards the business and their products. Thomson tried to gain customer loyalty with the help of superior customer service through selling the customers with barista experience and also value both external as well as the internal customers. Furthermore, Thomson also tried to increase the commitment of the organization towards providing excellent services to the customers.
People:
People or the employees are another valued aspect of the organization (Chi and Gursoy, 2009). Thomson has planned to value the employees of the organization individually. Additionally, the aspect of diversity has been followed by Thomson which helped him to include all the employees from all religion, ethnicity, race, gender and so on to work towards the betterment of Café Expresso. Further, with the help of talent management programme, Thomson has also valued the talents and knowledge among the employees. Those employees that were good have also been retained by Café Expresso with the help of providing them reward.
System:
The system of Café Expresso has also been improved and customer feedback is a significant aspect as viewed by the organization. Customer feedback system can help in assessing the flaws present in the service or the products of Café Expresso and the actions can be taken accordingly. Also, development and learning of the employees has also been incorporated as a part of the system and management of the talent as well. Further, management of employee performance has been included in system planning by Thomson, due to the fact that this can act as a tool for gaining competitive advantage in the business environment. Lastly, a benefit as well as compensation to the employees is also another update of the system procedure of the organization as well.
Thomson has also appointed Kam Patel as the global HR director of the organization and the first step she had taken towards the development is that, she introduced “Partner Resources” which had made all the employees as the partners of the organization and thus gained motivation for the employees. Moreover, word of mouth and window advertising has also been focussed upon in order to recruit new staffs in the organization (Wildenet al., 2010). Performance management system was also introduced in the organization and development of new skills and techniques for working among the employees was the objective of this system. 
Thus, it has helped in improvement of the customer service within the organization and there was improvement in the market share of Café Expresso as well. The turnover rate of employees also decreased to 25% from 50% and thus Café Expresso managed their situation very well with the help of the following actions stated above.
[bookmark: _Toc531267805]Further development of HR strategy to attract and retain employees:
Café Expresso has done a lot of hard work in order to attract and retain top workers within the organization which has paid off., but there are room for further improvement of the organization as cited below:
Teamwork:
Teamwork is an aspect that can improve the efficiency of Café Expresso. Working in teams can help the organization to overcome the difficulties of customer service (Goetsch and Davis, 2014). Providing the best customer service is possible when an organization is able to work as a team and every outlets of Café Expresso should follow the same in order to improve the organisational effectiveness. Teamwork can also improve the engagement among the employees of the organization which can deal with the problems that are faced by the organization. Teamwork is the ability of the organizational employees to work in a team and this can help in passing the information from one employee to other in a smooth way that can deal with the problems faced by Café Expresso. Thus, the employees working in Café Expresso can be retained in a better way and the organization can gain reputation which can help in gaining competitive advantage inside the business environment.
Sense of purpose:
The employees should be provided with a sense of purpose and the reason for which they are being hired (Kim et al., 2009). The employees that are hired by the HR mangers should be trained and made to understand their roles inside the organization and the expectation of the organization form them. This way Café Expresso will be able to make the employees understand that they are important for the delivery of the services to the organizational customers and thus Café Expresso can serve the customers in a better way. Also, when the employees understand their importance and their role in the organization, they want to stay connected with the organization and thus training the employees in Café Expresso will play a significant role in retention. 
Trustworthiness:
The employees should also be trained so that they can trust other employees of the organization in terms of information. The trustworthiness is believed to be the key for success of the customer services (Akbar and Parvez, 2009). When the employees are working in a team in Café Expresso, they should be able to trust their colleagues in terms of information. This can help in development of the services that are provide to the customers and once it is known that the brand promotes trustworthiness among the employees, it can help in the process of attracting new talents and also retaining of the old talents can be done in a better way.
Positive energy as well as attitude:
[image: ]It should be the focus of the organization to bring positive energy into the working environment of the organization that can increase the productivity of the employees. This can help in the process of building positive attitude among the employees as well that can help in serving the customers in a better way (Melton and Hartline, 2010). Thus, bring in positive energy in Café Expresso is significant and it can be brought with the help of implementing Herzberg’s two factor theory:Source: Lundberg et al., 2009

Job Dissatisfaction:
There are a few factors as per the theory that can increase the dissatisfaction of employees that include the working condition when not as per the mark can dissatisfy the employees. Furthermore, relation with the co-workers and regulations and policies implemented by the organization when do not satisfy the employees can decrease the employee productivity. Moreover, the quality of the supervisor and the base salary are to be taken into consideration in order to increase employee satisfaction (Lundberg et al., 2009).
Job Satisfaction:
The employees always look for personal growth while working within an organization and this should be kept in mind by Café Expresso.  Additionally, the employees should also be provided with recognition and the work should be made interesting for them. This can be done in Café Expresso with the help of the training procedure. Advancement programmes should also be launched in Café Expresso so that the employees can be motivated and thus with the help of Herzberg’s motivation theory, the employees can be retained and attracted within the organization.
There are other ways that Cafe Expresso can focus upon for the development of the organization further as cited below:
Soft Human resource management:
This is an aspect of human resource management with the help of which the organization is able to treat the employees as the most significant resource of the organization. The employees are viewed as individuals in soft HRM perspective and the requirement of the employees are planned by the Hr manager (Armstrong and Taylor, 2014). Thus, HR manager of Cafe Expresso should focus upon fulfilling the requirements of the employees and should also maintain the focus upon workforce planning for longer terms. Furthermore, the manager should also enhance regular as well as strong communication in both the ways.
Hard Human resource Management:
Like the buildings and the machineries, the employees are treated as another business resource under hard HRM and there is short term planning done in terms of the employees. Moreover, the communication between the employees and the managers is very low in case of hard HRM the organization also follows a tall of hierarchical structure (Storey, 2014).
In case of Cafe Expresso as direct contact between the managers and the employees are required and also communication is necessary, soft HRM is most applicable form of human resource management planning for the organization. 



Resource Based View:
The resource-based view is the factor of strategic competitive advantage to the organization. The resources with the help of which an organization is able to gain strategic advantage can be termed as a potential resource of the organization (Buller and McEvoy, 2012). These resources can be used as well as exploited so that competitive advantage that is sustainable in nature can be gained by the organization. 
In Cafe Expresso, the employees can be used as a resource of the organization so that the employees with the help of their service can satisfy the customers so that Cafe Expresso can gain competitive advantage over the competitors in the long run. 
Vertical and Horizontal Integration:
The vertical, integration of human resource management refers to the integration of contribution of the employees, the HR strategies and practices as well as the roles of the employee with that of the strategies of the organization and the contribution of the strategies to the mission and vision of the organization is estimated (Armstrong, 2011). On the other hand, horizontal integration of HRM refers to correspondence of policies, implementation and practices of HRM in order to make the management functions better in manner.
Both vertical and horizontal integration can be used in Cafe Expresso which can help in the process of organization objective fulfilment as well as fulfil the objective of the human resource department. 
Thus, the following actions should be taken by Ben Thomson in order to improve the situation of Cafe Espresso and this can help them to gain the top position again in the coffee industry.
[bookmark: _Toc531267806]Conclusion:
The argument made above thus proves the fact that human resource management thus plays a noteworthy function within the organization. Not only recruitment of people inside the organization is significant but also retaining them within the workforce is significant and for that several actions related to motivation, training, teamwork is required to be taken. Furthermore, for the purpose of improvement of the satisfaction of the customers, the services are required to be provided is of very high quality and it is possible when the employees are motivated from inside as well as outside which can be done with the help of providing them competitive salaries, looking after their satisfaction at job, reducing conflict and so on (Radojevicet al., 2015). 
[bookmark: _Toc531267807]References:
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