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Executive Summary

The current report has investigated the possibility of applying the artificial intelligence (AI) principles to a defined business. In this context, the business is a coffee factory wherein a wide range of machines and employees are involved. The business is vastly growing and the conventional methods to cope with this growth have shown some shortfalls. In order for the business to quickly grow, AI technologies have been applied to the business in both the technical as well as the human resources (HR) aspects. The technical aspects include machine breakdown, reminders for certain activities, productivity and availability of the staff members. Whereas the HR aspects include learning and development, recruitment and engagement.  Some recommendations and conclusions have been drawn from the submitted work.
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1. Introduction

Artificial intelligence (AI) is the application of technology to various applications in an effort to gather and analyse data and accordingly respond. As its name implies, it is an artificial approach that uses intelligent applications to facilitate the various processes. Such technology is inspired by the way people sense, learn and take action. For instance, face recognition, targeted marketing, automated chat and data analysis are examples that have been developed and successfully implemented (Converge Technology + Business, 2018). These technologies have shown outstanding performance that is competitive or even better than human interactions in certain applications. It is therefore beneficial to employ such technologies in the industry in order to optimise and provide support to human resources (Artificial_Intelligence, 2016). This report focuses on the application of AI or advanced technologies to support people management in Caffe Nero.
1.1 Background: Caffe Nero

The coffee making industry is a huge market worldwide where AI might be applicable. The whole process of producing coffee from ‘seed’ to ‘cup’ goes through various processes such as planting, harvesting, processing, drying, milling, roasting and exporting (fig.1) (Coffee_Making, 2018).  
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Figure 1. The coffee making process from ‘seed’ to ‘cup’, (Coffee_Making, 2018).
The organisation of coffee making contains a large factory that processes the beans, grades the beans based on size, measures moisture in beans and grind the beans. The human resources in the organisation help to operate the various machines, respond to customers, provide paperwork and carry out surveys for future development. The organisation contains 15 grading machines, 20 roasting machines, 14 milling machines and 20 packaging machines (figure 2). The organisation employs around 85 people who are divided between the technical and management teams. The organisation has more than 500 regular customers, i.e. Cafés, alongside other organisations which sell their packaged coffee. Moreover, the organisation sells its products online which means that a wider range of customers already available and the number ranges between 300 to 500 orders per month.

[image: ][image: ]

Figure 2. An example of the machines employed in the coffee industry.

1.2 Statement of Purpose

The current situation for Caffe Nero is that it requires re-structuring in terms of processes and customers satisfaction. The company started with a small number of customers but has significantly increased over the past years. The same system of taking orders, responding to customers and export the product is still applied. It has been observed recently that many customers get a response to their query after a few days rather than an instant reply. Moreover, some orders have been lost due to a large number of customers ordering at once. There is neither a sequence for orders nor priorities and this has affected the reputation of the organisation where it has been observed that some contracts have not been renewed with certain customers. In addition, the company is looking at expanding its production to include more customers which might become problematic with the current situation. All of the above challenges have brought into attention the need for re-structuring and employing new technologies that can help to overcome such issues. In this context, it would be useful to understand the volatility, uncertainty, complexity and ambiguity (VUCA) of the implementation of AI. In other words, there might be some challenges encountered in a rapidly changing environment wherein not all the facts are known. This means that the prediction of the outcomes and understanding the situation will be crucial elements in the implementation of AI both on customers and employees. It is the aim of the current report to define the benefits and risks involved in applying AI to the chosen organisation, specifically across 4 main areas: Recruitment, Learning & Development (L&D), Performance Management, and Employee Engagement.

2. The Implementation of AI

2.1 Recruitment and AI
AI can be used to help with recruiting and targeting potential candidates. For instance, when looking for certain candidates, keywords can be used to look for suitable people with the required qualifications, experience alongside the area of expertise. Moreover, AI can help in the recruitment process by the initial screening of the candidates (questions and answers and the AI will analyse the personality of individuals), engagement (by sending automated messages to the candidates to keep them updated), training (by providing automated training based on which employees are assessed) and orientation (by making employees familiar with the culture of the company). The benefits include saving time, cost, reduce turnover and higher quality people (Raviprolu, 2017). 
2.2 L&D and AI
Learning and development (L&D) can be improved by AI technologies. In this regard, the system will analyse the level of employees based on which a training course can be formulated (Training Industry, 2018). The training course can be automated, and a final mark can be given at the end of the course. The results can be fed back to the senior management and the necessary actions can be taken. This will help employers to discover the weakness in their employees and AI can help to provide the necessary knowledge and training whenever required (Learning_Intelligence, 2018).

2.3 Employee Engagement and AI
AI can track employee engagement by direct feedback to the management. In this regard, the automated survey can be carried out from which the employee sentiment can be obtained (Mo Fathelbab, 2018). The issues encountered in work can be resolved when the senior management get feedback from their employees. Moreover, engaging remote workers is very important and this can be carried out by using a virtual assistant to provide help and support as well as to check their performance as well as provide direction to them (Engagement_Intelligence, 2018).
2.4 Performance Management and AI
 The performance management is important to ensure that the performance of the employees and the organisation meet the organisational goals. The AI technology can be used to review the performance of the whole organisation by analysing data and provide feedback. Moreover, the whole process and sequence of operations can be automated by using flow charts where employees can be kept updated on any downfalls in the various processes. This is essential to keep employees on track and improve the effectiveness of the management system (Performance_Intelligence, 2018).

3. Application of AI in the Organisation

The AI technology can be implemented in the current coffee making industry and there are various areas where improvement can be made in order to provide a better performance. 
3.1 Machines Breakdown
The organisation contains a large number of machines which are susceptible to failure during operation. The AI technology can be implemented by adding sensors to all the available machines. One of the machines break down, a warning is issued, and the exact location of the machine can be detected. This will save time looking for the broken machine and will help to inspect and fix the machine. Moreover, data can be gathered over months and years to inspect the machine which significantly breaks over time. Such data can provide help to decision makers to whether fix or replace the machine. In terms of machines availability and bookings, an automated system can be created to show all the machines that are being used, available or broken. This will help to plan the working load over time (InForms, 2018).
3.2 Employees Availability
An AI system can be implemented to plan the monthly shifts for all the organisational workers. In this regard, the information provided can be stored in a database that is able to predict the shifts for a month using random distributions over the coming weeks. This will save a significant amount of time in planning schedules and rotas for the employees in the organisation. Any absence of any employee can be detected by a clock-in and clock-out system and an alternative employee can be proposed, and shifts can straightaway be re-arranged (When I Work, Inc., 2018). 
3.3 Reminders of Activities
The data of all machines, maintenance deadlines, calibration and disposal can be stored in a database. The AI can use such information to send automated reminders in terms of scheduled maintenance, the need for calibration and the necessity for machine disposal or scrap. This will save a huge amount of time by eliminating the need to look into the documents of each machine to assess its performance. The system can also provide reminders to all employees about scheduled training, trips, meetings alongside many other activities such that it eliminates the need for someone to keep track of all activities in the organisation. A central system can be used to store data, and these can be circulated whenever needed amongst all employees.
3.4 AI and Productivity
Since the organisation contains machines that grade the coffee beans according to size, the productivity of these machines and sales of the coffee beans can provide information on the best bean size that customers prefer. In other words, if the sales over months or years show that small beans do not sell as much as the large beans, the production of small beans can be reduced or halted. On the other hand, the sales to the various customers can be monitored by AI and the data obtained can help to make predictions. If one of the customers shows low purchase orders, for instance, the AI system can provide an alarm to focus on this customer and investigate the shortfall in sales and the root causes. In addition to the above, the AI system can keep the customers happy by providing regular updates on their orders and the status of every order. This will keep the customers informed all the time and will reflect on the satisfaction of customers (Springer Link, 2018).  
4. The Risks and Ethical
Despite the fact that AI can be very helpful and advantageous, however, it might carry certain risks if it is not properly managed. For instance, it might lead to job losses as AI might be able to carry out jobs that need several people to fulfil. In other words, AI might put certain jobs under risk since certain jobs will not be needed if AI predominates (Wiley Online Library, 2018). On the other hand, the implementation of AI requires advanced software packages that are costly. These software packages might be unique and bespoke which means that they are built on purpose to meet the requirements of a certain organisation. In addition, the employment of AI might lead to less personal interaction and communication between employees. This is due to the fact that it might provide information instead of humans and this makes interaction among employees significantly less. The addition to such technologies might present high risks and make the organisation susceptible to cyber-attacks to steal information from a certain organisation. The leakage of any information will mean that the confidentiality and plans can be duplicated, and the competition might become unfair. (Caffe Nero, 2018). Ethical, and effective (AI) AI technology is developing faster than expected also is already surpassing human decision-making in certain instances. However sometimes, in ways, we can’t explain. While many are alarmed by this, AI is producing some of the most effective and dramatic results in business today. According to Pega, 2018.
5. Conclusions and Recommendations
AI can provide a solution to several problems that are encountered in the various organisations. The professional use of AI can help to save time, cost and effort to fulfil certain and essential tasks. The current report has provided some guidance on the implementation of AI in the coffee making industry. In particular, the collection of data and analysis can help to make decisions and increase productivity as well as affect the management of employees. However, the risks of AI should not always be ignored as these might affect the performance over the long run of the business. It is always recommended that when the number of customers increases, it is helpful to obtain some AI techniques as they help to contain the increasing number of customers and maintain their satisfaction. Moreover, AI is recommended when the production, production lines and production verities are increased. In this case, it will become significantly difficult to keep track of everything in the system unless an automated AI technology is implemented. The Human Resources (HR) management can help to detect the weakness in an organisation and suggest improvements.  This will provide useful information in terms of employee’s performance and weaknesses where decisions can be made to improve the performance. The HR is very important to monitor all the activities and feedback to the senior management for future developments (Critizr for Business, 2017). 
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