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Executive Summary
The purpose of the report is to inform HR professionals, managers and other business experts how Artificial intelligence could be used in Greggs plc and the areas which has to be improved and the strong areas using AI. This report includes an introduction, where there is a brief background of the organisation; there is also explained the aim of the report and also a figure where the macro/global environment. In the following section, there is an explanation of what Artificial Intelligence is and how it could impact people management. Recruitment, L&D, Employee Engagement and Performance Management are also discussed in the report using the AI point of view and with some examples. In the following section, the author discussed on the Greggs plc. ethics and how AI could be unethical and affect many people. At the end of the report, there will be a short conclusion and well-detailed recommendations given by the author, in this section the author of the report gives his personal advice on how Greggs could improve using AI and the risks and benefits involved.
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[bookmark: _Toc532572939]1. Introduction

Greggs plc is the best known and largest bakery chain in the UK. The British company specialises in serving palatable products such as various bakes, sweet products, pies and sandwiches.  The first Greggs shop was opened in 1951 in Newcastle and over the years Greggs have opened more shops nationwide (GREGGS a, 2018). Greggs plc. has over 1850 shops throughout the country with 21,550 employees who serve millions of customers weekly (Financial Times, 2018).

[bookmark: _Toc532572940]1.1. Statement of purpose
The purpose of this report is to investigate how Greggs plc could utilise the latest skills and knowledge to manage and maintain Artificial Intelligence (AI) successfully in the workplace. In the report, there will be a discussion on how HR professionals and managers could use AI technology to inspire, retain and encourage staff and improve the performance of the company. This report will conclude with a list of the benefits, risks and costs that the company has to face if they adopt the use of the technology in the company, and will recommend necessary changes and improvements.
Greggs plc. operate in a VUCA world. VUCA is an abbreviation for Volatility, Uncertainty, Complexity and Ambiguity (fig.1). This term is used by businesses to develop their strategies (Bennett and Lemoine, 2014).
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 (Source: Bennett and Lemoine, 2014).




[bookmark: _Toc532572941]2. The impact of AI in HR

[bookmark: _Toc532572942]2.1 What is AI and how can it be used?
AI is the intelligence displayed by machines or robots to think and behave like human beings. These computers with AI are designed with different purposes; some include learning, problem-solving, speech recognition, planning, and perception, the ability to move objects and many more features that are still in progress (McKinsey Global Institute, 2017). People have a misconception of AI; they think that artificial is just about robots, cyborgs, flying cars and all the things related to science-fiction (Purdy and Daugherty, 2017). AI has a huge impact on society and plays a big role in the business sector (McKinsey Global Institute, 2017). It has a potential impact on all types of company, in all types of sectors, in all aspects of all companies, particularly people management (Healey-Benson, 2018).
[bookmark: _Toc532572943]2.2 Recruitment
According to Board (2017), Recruitment is a process of searching and hiring and employing the best-qualified candidate for a job opening in a convenient and cost-effective manner. The main aim of Recruitment is to discover the largest pool of applicants to produce an excellent opportunity to select the right candidates for the required job positions in a company (Taylor, 2014).
According to Bratton and Gold (2017), Selection is when managers use specific tools to choose a number of candidates who are more likely to get hired. The purpose of the Selection process is to ensure that the best candidates are chosen utilising effective and unbiased methods (Bryson, James and Keep, 2013)
AI plays a big role in the HR Technology sector, and in recruitment, it aims to minimise or remove time-consuming activities such as examining and choosing résumé (Australian HR Institute, 2018). Greggs plc still uses traditional methods to recruit people which enables them to save money and has proven historically effective (Arora, 2015). On the other hand, the traditional approach could prove to be more time-consuming (Arora, 2015). 
A chatbot is a software application created to simulate human beings conversational skills when they are recruiting people (Arora, 2015). A chatbot could be used by Greggs to provide the best experience to their candidates and are mostly used by recruitment agencies (Araujo, 2018). The main benefits of a chatbot are to accelerate the time to employ people, on the other hand, a chatbot communicates differently from a human being and is not able to interpret a human being’s response (Garimella and Paruchuri, 2015).
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[bookmark: _Toc532572944]2.3 Learning and Development 
L&D stands for Learning and Development, and it is used to help people to learn new skills and encourage them to be more productive in their work-place. L&D experts are interested to receive the best performance from their staff and help them develop their skills and abilities to have an excellent performance at work (CIPD, 2018). 
Greggs plc offers quality training to their team members in order to learn and develop their skills (M Marchington, Wilkinson, Donnelly and Kynighou, 2016). Your Greggs Welcome is a 12-week programme for all new beginners, which teaches them all they have to know concerning customer service, how they operate and health and safety (GREGGS b, 2018). For the experienced and talented members, there is a programme that will educate them for managerial roles and the programme is known as the Career Pathways Programme (Ford, 2014). There is the Brilliant Programme for qualified managers, which are workshops created to help them to develop their skills (GREGGS b, 2018).
Companies should think about their staff as performers and not as learners. Learning is a continual process of receiving new or change existing information, values and skills (CIPD,2018); the pressure on the staff increases because the things they have to learn many things to learn to adapt to Artificial Intelligence at their work-place (Nilsson, 2014).
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[bookmark: _Toc532488793][bookmark: _Toc532566175][bookmark: _Toc532569782]Figure 3  Advantages/Disadvantages using AI in L&D

[bookmark: _Toc532572945]2.4 Employee Engagement 
Mone and London (2018) state that Employee Engagement is when a person is passionate, committed, empowered and involved in his work-place. The authors also believe that Employee Engagement could be a negative trait, for example when an employee displays behaviour which could cause problems within the organisation (Mone and London, 2018). Othman et al (2018) argue that employees are more likely to engage than not engage; they believe that engaging is just a state of mind. However, they also stated that even the most experienced employee does not engage all the time (Othman et al, 2018).
Greggs plc surveys the opinions of their workers in order to get feedback and to know how their workers feel about their jobs (Mullins, 2016). In 2015, Greggs created a technological feedback mechanism which they use daily and the name of this feedback mechanism is Your Ideas Matter (Ford, 2014). This mechanism helped Greggs plc to receive feedback from their employees and customers to improve their products and services (GREGGS c, 2018). 
Greggs have already made a start in this area with their latest phase of the transformation programme involving extensive engagement of both shop and regional management teams at Greggs (Rossi, 2017). The aim of this project is to maximise competence and profitability of Greggs plc; to reduce wastage and increase products availability (Ford, 2014). This has been adopted by more than 1,500 shops have transformed to the new technology, with training given to more than 16,000 staff through the Success Factors learning management system (Rossi, 2017).
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[bookmark: _Toc532572946]2.5 Performance Management
Performance Management is the activity that helps an employee to maintain and improve his performance within a company’s objectives. Mone and London (2018) believe that this activity is strategic and operational and aims to guarantee a positive performance by employees in the organisation (Nilsson, 2014)).
Greggs plc competitors such as Costa coffee have made a significant progress with AI. At the end of 2018, Costa Coffee partnered with Barclaycard to launch the first British reusable contactless coffee cup. Costa Coffee clever cups have various benefits, such as making purchases with the smart cup, tracking payments and topping up their balance (Barclaycard, 2018).
As reported by Forbes (2018), Starbucks does not only serve coffee, but they also use data, analytics and AI to improve the performance of the company. Starbucks launched their new mobile app in 2015 (Williams, 2015) and their reward programme, which has helped Starbucks to collect data which they use to get to know their customers' tastes. The app has over 17 million users while the reward programme has circa 13 million users (Nilsson, 2014). People could also use virtual barista through the Starbucks app where it is possible to make an order through voice command or just send a message (Food Processing, 2017). This system helps Starbucks to increase their sales and have more customers thanks to Artificial Intelligence (Forbes, 2018). 
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[bookmark: _Toc532572947]2.6 Ethics of AI 
Greggs Plc wants their business to have a positive influence on their staff, customers, suppliers, local communities. They have five areas of focus and Greggs have a commitment against each of them. Their five priorities are customer health, responsible, community, environment and people. Each of the commitments in this area delivered through some series of projects with determinable targets (GREGGS d, 2018). Greggs plc forbids any form bribery, corruption, fraud, and deception. The company is strict and does not tolerate any form of unethical behaviour that could tarnish their brand (Business Conduct Policy 2018).
It is important for companies to work in an ethically in order to not to harm the environment and the company’s image. Using Artificial Intelligence, a business activity could decide not to rely on their workers anymore (Purdy and Daugherty, 2017). All the revenue will be earned by the managers and the human workforce will be left out (Russell and Norvig, 2016). Unemployment could be a factor that could cause ethical issues in artificial intelligence because there are more automated jobs, so people would do more complicated jobs (World Economic Forum, 2018). Companies could create limited job vacancies, people would switch from physical work to a strategic and administrative role (Lin, Abney and Jenkins, 2017). There are many drivers in the UK, most of them work in the delivery industry and other as taxi drivers or bus drivers (Russell and Norvig, 2016). When self-driving cars or truck will be used by many companies, people could lose their jobs because the company would like to reduce every cost and accidents rates (World Economic Forum, 2018).

[bookmark: _Toc532572948]3. Conclusion and Recommendations 

To conclude this report, there are various factors that should be considered in Artificial Intelligence. The author of the report, could not give an accurate explanation of AI impact people management and business performance due to word count limitation. In the following paragraph, there will be some recommendations that the author of the report thinks should be studied and considered by the HR team.
Greggs plc is still the largest bakery chain in the UK, even though the use of AI is not at the same level as other companies.  Greggs plc should utilise a similar mobile app and reward programme like Starbucks. This will allow Greggs plc to have more customers, interact with them and know their personal tastes. The company could influence their customers’ choice and taste but in an ethical way in order not to have access to their customers’ personal data.
Performance Management and L&D are the most developed factors which are using AI in an effective and ethical way. The author believes that recruitment and employee engagement should be improved. Greggs plc. should adopt the chatbots for recruitment but it should be used only when there are many candidates and after choosing the right ones, there could be another further interview with a human being because chatbots do not have feelings but have an unbiased mindset. These chatbots could improve the efficiency of the company performance, could save time in hiring people and it could help for an organised management of Greggs plc. On the other hand, there will be an initial cost for the chatbots and for the repairs and maintenance; but there is software that has a long duration. 
 The last point that Greggs could improve is the engagement with employees and customers. Greggs Plc has a good relationship with their customers and employees but they should be closer to them such as Starbucks and Costa. Creating a programme and app similar to Starbucks ‘ could help Greggs to engage more with their customers and discover their tastes or ask their customers or employees to suggest how to improve their products or services.
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will be also a section, where there the author of the report willlist out the benefits, risks and costs
that the company has to face if they adopt the use of the technology in the company.

Gregg plc. gperate in a VUCA world. VUCA s an abbreviation for Volatility, Uncertainty, Complexity
and Ambiguity (fig.1)., This term is used by businesses to develop their strategies (source: Bennett

and Lemoine, 2014).
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environment.

* Unexpected changes can affect the
business, even though there is enough
information.

o Product prices could fall or rise in a
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Uncertainty

There s a lack of knowledge;
The effects are well-known but the
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unpredictable.

Anti-terrorism initiative is created,
although people understand the reason
behind terrorism not everyone knows
how and when terrorist could attack.
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various things such as different
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and many more.
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Manifested in a complicated way to
understand and no one has the
experience to predict what could
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media which was uncertain.
Organisations are still studying how
their customers could have access to
data with new technologies.

Figure 1. VUCA (source: Sennett and Lemaine, 2014)
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