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Introduction 
  
McDonald’s is an American fast-food restaurant which is known across the world by all ages and nationalities due to its vast popularity and number of restaurants in multiple countries. The menu varies in certain countries due to cultural and religious beliefs does mainly consist of burgers, chicken, fries, deserts and breakfast items with the Big Mac being one of the very few items available on all menus worldwide (McDonald’s, 2021). The McDonald’s franchise has restaurants in the following countries: Mexico, Brazil, Italy and India although there are restaurants in over 100 countries and territories (McDonald’s, 2019; McDonald’s, 2021; Mozammel, 2019). In the United Kingdom there are currently around 1300 restaurants with approximately 1100 of these being franchised (McDonald’s, 2021). Currently there are over 36,000 restaurants worldwide employing over one million people with McDonald’s in the United Kingdom employing 120,000 (McDonald’s, 2021).  
 
McDonald’s is headed by the chief executive officer (CEO) and is followed by the chief operating officer (COO), chief financial officer (CFO) and the SVP development. Underneath the senior management the departments are separated into the following: marketing, finance, human resources, corporate affairs, information, national operations, regional managers and strategic planning. There are additional functional departments in McDonald’s which are franchising, customer services, legal, safety, property and construction, security and licensing and supply chain and restaurant services (McDonald’s, 2021). 
  
This assignment will examine the management structure of McDonald’s and the management theory that is currently being implemented in their restaurants throughout the world together with the positive and negative aspects of said management processes and the effects they have on employees, franchisees and their publicity.  
  
  
History of McDonald’s 
  
McDonald’s was first founded in 1940 by brothers Dick and Mac McDonald when they opened a barbeque restaurant. In 1948 they decided to introduce the Speede Service System with hamburgers priced at 15 cents (which has been credited as the modern fast food service model). Following this, fourteen franchises were sold by the brothers with ten becoming operating restaurants (McDonald’s, 2020; Reed, 2020). In 1954, Ray Kroc visited the McDonald brothers at their restaurant and purchased the right to franchise the McDonald’s restaurants in the US (Reed, 2020). By 1961, for $ 2.6 million (approximately $22.3 million in 2019) Kroc purchased the rights to the McDonald brother’s company and in 1967 McDonald’s opened its first international restaurant in Canada (McDonald’s, 2020; Reed, 2020). From this period there is a rapid growth in the number of restaurants worldwide and between 1988 and 1996 the number of restaurants doubles and by 1996 the 20,000th restaurant was opened (Reed, 2020). The first renewable energy net zero designed restaurant was opened in 2020 at Walt Disney World Resort where sufficient renewable energy is created on site to ensure 100% of the annual energy needs are covered (McDonald’s, 2020).  
  
In McDonald’s, the management style that is used is autocratic, based on McGregor’s Autocratic which means that only the management make the decisions which the crew members are affected by and the crew do not have a say in or opinion in them (Kovalenko, 2020) (Reference has been found to be taken directly from a university assignment submitted online). Cherry (2020) stated that Autocratic management normally base any decisions on their own judgements and only infrequently accept any input from their employees.  
  
McGregor’s Theory X and Theory Y 
  
McGregor’s Autocratic Democratic Theory (also known as Theory X and Y) is a theory which states that an organisation can be run by the leadership in two different ways.  He believed that the basic beliefs of a manager can have a strong influence on the way in which the organisations they manage are operated. Assumptions made by the manager about people’s behaviour is a key part of it with any of the assumptions made being separated into two categories which are Autocratic (Theory X) and Democratic (Theory Y) (Mohamed & Nor, 2013; Toolshero, 2020). Organisations and Managers who use and are influenced by the Autocratic Theory normally achieve poor results however if the Democratic theory is used in an organisation then the results achieved will be superior and additionally permit the workers to develop and grow into better workers (Mohamed & Nor, 2013). 
  
The Autocratic theory is founded on the expectations that in general, people do not like work and, if possible, will try to avoid it which can have a negative effect on the process of dealing with employees (Mohamed & Nor, 2013). As a result, managers employ pressure, direction, controlment and threats with punishment to ensure workers do make enough effort towards any of their tasks required for their job. The majority of people favour having direction from management, have little ambition, avoid any responsibilities and desire security for their job (McGregor, 1960; Mohamed & Nor, 2013). This management style theory needs supervision of employees to be firm and close when tasks are given with specifically clear instructions with punishment threats given if required and the opportunity of pay increase is a factor which can motivate them. Managing employees according to the Autocratic theory has some disadvantages especially for the workers which can include leading to issues inside the organisation such as resentment and/or mistrust from workers due to the supervision they are under from management (McGregor, 1960; Mohamed & Nor, 2013). McGregor (1960) did recognise that this theorised approach could be implemented in organisations but not necessarily be effective when the needs of workers are predominantly egoistic and social.  
  
Therefore, the workers favoured by McDonald’s have to work well within a team and ensure all the procedures and systems are followed correctly as dictated by management.  If the rules are not followed, it can affect the overall dynamic of the team they are in (McDonald’s, 2021). If McDonald’s did change the management style within the organisation from an Autocratic Theory to a Democratic Theory, it could lead to a number of different issues due to the size of the corporation. These issues can include a change in the recipes used in each restaurant across the world, tasks would not be completed correctly and in a timely manner together with overall disorganisation in all of the restaurants due to rules not being followed. By using the Autocratic Theory, managers can ensure that all the rules are followed and all restaurants are organised and follow the correct procedures needed. McDonald’s could adapt a mixture of the Autocratic and Democratic Theories in certain situations such as finding issues within the organisation which can be done when asking employees what the issues are and ideas to solve them. Effective teamwork is promoted by ensuring systems are followed by the workers and monitored by the management to guarantee the services and food served to customers. Any new recruits are chosen for the skills they have as an individual and part of a team with teamwork creating an essential part of training and performance (McDonald’s, 2021). The motivation of employees in McDonald’s were investigated by Nawaz (2011) and a number of issues were discovered which include the relationships between managers and workers, the rewards system for work and an overall career choice. Addressing these issues lead to an increase in happiness from the employees and is therefore central to improving productivity in the workplace (Sharifzadeh & Almaraz, 2014). 
  
McGregor’s Autocratic Democratic Theory is similar to the Classical Management Approach which is that the organisation has clear structure, management and procedures. The management is split into three levels which are top level, middle level and low-level management. Tasks are clearly split into those which can be completed with ease and any changes are decided in the higher levels of the organisation.  The management within the lower levels relays this information and ensures the employees carry out these changes correctly. The leadership style which the top levels of the organisation are enforcing is an authoritarian style where there is no discussion of any changes between all members of the organisation with only one person or a select few making the decisions which affect everyone else (Nadrifar et al., 2013). 
  
In McDonald’s corporate governance framework, it is stated that the employees undertake four surveys a year to ensure everyone in the organisation voices how they feel about their job.  The Love to Listen survey takes place four times each year and is completed by all of the operations and office teams to gain the views with operations and office teams completing twelve questions and restaurant teams completing ten. The aim of the survey is to ensure that all employees have the chance to voice any feedback and therefore give senior management the opportunity to measure the feelings of employees throughout the organisation and make any required changes (McDonald’s, 2020). The September survey of the Love to Listen survey found that 79% of restaurant employees were satisfied or highly satisfied (52,320 participants) and 86% of out of office and operations staff were satisfied or highly satisfied (365 participants) (McDonald’s, 2020).  
 
The Global Pulse survey is only completed by employees within the office teams twice a year; the purpose of this survey is to find better methods of working and create plans to make sure this is done (McDonald’s, 2020). The Love to Listen OurLounge Poll is another survey which is completed by all employees to ensure management receive regular feedback every two weeks with a different question asked each time. The questions that are asked relate to global operations however there are questions relating to operations within the United Kingdom. The questions that are asked can vary depending on the time of year and events currently being run in restaurants and in the organisation with questions being split into three different groups which are crew experience, people promise and crew engagement (McDonald’s, 2020). In the Love to Listen OurLounge Poll over 70% of employees agreed and strongly agreed with the questions that were posed with over 16,200 employees participating in the poll (McDonald’s, 2020).  
 
The way in which McDonald’s listens and engages with the feedback from its employees in restaurants changed in 2019 with the introduction of the Love to Listen Meet Ups. The aims of these meetings are to ensure that the staff within the restaurants are happy and that management and restaurant procedures are being put into practice correctly. These meetings are held twice every year and can be used to solve any issues within the operation of the business such as the way in which orders are processed through drive-thrus and pick up orders, the roles and tasks of employees and ensuring the rewards and pay are fair for all employees. The Love to Listen Meet Ups are also being used by the office departments after the Love to Listen surveys have taken place (McDonald’s, 2020). 
  
The negative publicity that McDonald’s have faced has varied over time with the organisation facing a variety of issues which include employee mistreatment, franchises being mistreated and wage rates (Dhillon, 2016; Chapman, 2017; Barrie, 2019; Zaczek, 2020). The treatment that employees have faced includes them being degraded and belittled by management and not undergoing the correct safety training required for their job (Chapman, 2017). The treatment that employees do face from management can lead to all the staff in a restaurant being unhappy if certain managers are having a negative impact which will result in a reduction in the level of productivity.   
 
Franchises have also encountered issues with McDonald’s management with a franchisee suing the organisation after saying that he was forced to sign over ownership of his stores to McDonald’s. The franchisee was investigated by the Canadian government over increasing the working hours of temporary foreign workers instead of increasing the working hours of Canadian workers. On the same day he faced the investigation he also received a letter from representatives of McDonald’s stating that he was not able to remain as an operator or owner of McDonald’s franchises. After signing the letter to ensure that he would get compensation from McDonald’s, he only received $600,000 despite paying McDonald’s $1.6 million in total and being cleared of any wrongdoing (Dhillon, 2016). Having disagreements and lawsuits with former franchisees can lead to disagreements or lawsuits with other franchisees currently owning McDonald’s restaurants or previous franchisees. If lawsuits do happen it can potentially increase the risk of other lawsuits being raised if other franchisees have faced similar issues as that raised by the Canadian franchisee above.  
 
Wages have been an important issue for employees during recent times as employees have felt underpaid for their work, Nawaz (2011) found that when sixty employees were asked about the wage rate at McDonald’s, 85% said it was not fair and 15% saying that they totally disagreed with the wage rate. Staff in McDonald’s have previously demonstrated their unhappiness at the pay rates in 2016 and 2017 (Barrie, 2019). Following this, the pay rate in McDonald’s was increased by up to £2 depending on job position and age band with employees aged 25 and over having their wages increased from £8 to £10 per hour. However, the wage increases were applied automatically and only to restaurants which were owned by the McDonald’s organisation and not by any franchises with the franchisees left to decide if the wage increases would be applied to their restaurants (Barrie, 2019). The wage increases in 2019 for employees under the age of eighteen was £1.65 higher than the national minimum wage but as age increases the wage increase was lower than the increases for younger employees (Barrie, 2019). By having this difference in wage increases as age increases, it could lead to staff of an older age accusing McDonald’s of ageism due to the decision by the organisation to not give equal pay increases to all staff. 
   
  
Conclusion 
  
After considering the management style used in McDonald’s which is the Autocratic Theory (Theory X) it can be seen that it does benefit the overall running of the organisation by ensuring that the same standards and production practices are followed across the world. However, although there are some negative effects on employee happiness, the productivity benefits outweigh these negative effects. The organisation has set out clear order of management with each department and role knowing their responsibilities and roles that need to be delegated to whom. Despite being an Autocratic Theory organisation McDonald’s does use some aspects of the Democratic Theory (Theory Y) in using surveys and polls asking their employees for their thoughts, feelings and issues that can be addressed. Despite the fact that McDonald’s does seek input from employees, it is without doubt an autocratic organisation which uses rules to ensure that it operates safely and effectively.  
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