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Executive summary
The present report has taken into account about the discussion of a problem and evaluation of its possible solution. In order to do that Starbuck Company has selected as it has found that this international coffee shop is facing a problem of customer retention in regional outlets after implementing effective customer management strategy. An identification of the complex problems has done at first. Then, the analyses of these problems have done to make an effective decision from it. Based on this a decision-making technique has utilised to detect the effective solution by applying it. A strategic plan implementation table has formulated in this report followed by a communication plan with stakeholders. Appropriate monitoring and review technique has discussed by judging on implementation of the successful solutions. A suitable recommendation is given at the end based on these findings and analysis. The study has ended by putting a concluding statement about overall study.
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Introduction   

Organisational culture can be influenced by the beliefs, values, principles, and ideologies of an individual member belonging to an organisation. Therefore, organisational culture can be considered as a determining factor for the success in organisational performance. It is having a broader impact on the personal and professional satisfaction of the employees as it can influence the work environment. In this report, issues related to organisational culture in the Starbucks would be addressed and based on that effective strategy would be formulated. A critical review helps to identify that the lack of diversification in the organisation is becoming a problem in the brand name of it. Thus, the monotonous menu and services can be considered a problem which is to be accounted for in this report.

1. Complex Problem in a workplace
An unpleasant environment in a workplace is the main reason for inefficiency in business that brings stress and unhappiness to the employees. Understanding of some common problem that arises in a workplace is vital to identify that could help in finding a solution. Some common problem that arises in the workplace is as stated below 
· Issues of customers after availing product and services
· In search of new customer
· Introduction of new services
· Knowing the process for successful operation
· Conflict arises between employees and another staff member
All of the above problems provide an opportunity to resolve it strategically and utilise it as an opportunity to expand a business or bring success in existing business. The recent initiative found that how Starbucks is out of reach of the environmental condition inside the coffee shop. After the interview with different employees and workers, it is observed that Starbucks requires serious adjustment for increasing sales and reputation in the market.
Who owns a problem?
Starbucks has gain royalty after a long period of experience and efficiency.  Now the company is losing its nuance to the customers, public and employees. It has been found that Starbucks is missing its spirits would provide a familiar environment as seen earlier. It is even found that manager and employees itself are no more interested in serving and delivering services to its customers effectively due to reduced motivation.
A problem faced by Starbucks
Issues faced by Starbucks in the workplace could be identified as follows:
1. An interest of employees and management are declining
2. Introduction of new products are missing
3. Components of special product in Starbucks are missing
4. Due to the advent of new similar business in a market, the sales of Starbucks are decreasing.
Defining the problem
Starbucks started a chain of struggle to attract new customers to its stores. A proper strategy is required to plan by Starbucks for achieving its goal. By the statistical review of Bloomberg, it is indicated that coffee giant that accounted for 11 % in February of traffic in a restaurant was decreased from 12 % of that achieved in January. It is hard to find a specific factor that leading a decline in a business of Starbucks. However, the main issues that a restaurant of Starbucks is facing are operational issues and challenges to reputation (business insider.sg, 2018).
	
	Americas
	Total Americas stores in %
	CAP
	Total CAP stores in %

	Company-operated stores
	$ 8671
	59 %
	$ 2452
	45 %

	Licensed stores
	$ 6132
	41 %
	$ 3010
	55 %

	Total
	$ 14803
	100 %
	$ 5462
	100 %


	
	EMRA
	Total EMEA stores in %
	Other segments
	Total other segments stores in %

	Company-operated stores
	$ 737
	31 %
	$ 375
	90 %

	Licensed stores
	$ 1625
	69 %
	$ 41
	10 %

	Total
	$ 12362
	100 %
	$ 416
	100 %


Table 1: Company stored summary as of 27th September 2017
(Source: sec.gov, 2018)
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Figure 1: Net Income of Starbucks from 2007 to 2017
(Source: statista.com, 2018)
From the above data, it could be realised that Starbucks restaurant is increasing yearly at a lower percentage rate. It suffered a drastic loss in the year of 2013 of 0.01% which gain great changes in profit in the year 2014 after a big loss of income. The company is increasing its income at a slow rate from 2015 to 2017 by a difference in the percentage of approx 8 %. It could be due to lack of proper strategy and new innovation or less efficiency of a management or employee. The review by a chief executive of Starbucks, Howard D. Schultz provided information that in the second quarter of the financial year, Starbucks incurred a loss in revenue by 77% in the year 2014. This restaurant then started offering a breakfast meal at the rate of $ 3.95.
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Figure 2: the Brand value of 10 most demanding hospitality company
(Source: statista.com, 2018)
It is observed from the data of the following bar graph that Starbucks earned a brand value of $ 44503 among the 10 most demanding hospitality business globally. It is a second highest restaurant business flourishing globally and achieving customer worldwide. It is due to some anticipated factors the company is facing various issues that require changes by application of strategies.
 From the quarterly report of 2018, it is observed that Net revenue earned by Starbucks increased by 6 % to $ 6 Billion and sales increased by 2 % in the U.S and globally. The net revenue earned by the Starbucks store in China increased by 30 %.  
2 Analysing the information of problems that helps in decision making
The skills of the solving problem are used as a relative tool that is applied to the problem that exists in a business. Applying some key question when the actual problem is not identified would benefit is finding real issues.
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Figure 3: identification of solving problems

(Source: news.starbucks.com, 2018)
The information that is required to solve a problem includes the following steps
Identifying a problem
This is a part where each of the business struggles to find and shows its reaction towards a problem. Finding a problem and reacting to it instead of searching for its solution would not eliminate the issues. While defining a problem some question arises in itself that requires to find an answer to identify that is the problem is really an issue for other or not. The question that identifies the real problems are stated below
1. Where, how and when it is happening
2. Recognising why it is happening
3. What is the cause of realising it as a problem
4. With whom the problem is happening
Definition of a complex problem is vital to determine the problem by breaking it down into the above questions.
Verifying the problem by comparing issues with other views and peer reviews
When there are numerous problems then which problem should be preferred first should be determined first. 
The Starbuck was facing a problem which is complex to identify. The problem could be recognised by analysing the past and present revenue and sales of the company. The cash flow budget should be prepared by Starbucks that would help in recognising the inflow and outflow of cash if a problem is related with monetary. In a case study of Starbucks the vital issue arises is of a decrease in sales and poor management strategy.
Gathering Information
Identification of cause that arises a problem could be determined by sorting down own opinion and comparing it with others opinion. In the case of Starbucks, the information could be gathered from the previous year financial report and sales and revenue data that would help in recognising the problem further. Gathering of information not only releases the actual problem however, assist in resolving the problem by providing a view here a change is required. The gathering of information helps in decision making and recommending for improvement.
Analysis of situation
Situation analysis recognises an alternative option that could be applied to the problem for a continuous operation of the business. In this case, brainstorming it is necessary to find out alternative ideas and screening each idea together and apply all possible probability for every situation. Determining the application of other useful data is vital to analyse the alternative situation to overcome a problem. Apart from the financial report the review of customers and their response for the product and service are also important to acknowledge the alternate situation.
Developing Option
Several options are to be selected for understanding the best option that could result in an elimination of problem for a longer term. While selecting the best and appropriate approach for solving the problem some of the factors are to be followed
1. Time taken by the particular approaches
2. Suitable for long term or short term
3. Identification of resource to support the lack of productivity for the period of time.
4. A risk associated with the strategy and process of implementation
Starbucks could apply some of the development approaches to increase its sales such as lower the rate of a meal, providing offer occasionally and providing a friendly environment to attract customers.
Evaluating alternatives
Evaluating the situation, that could arise after the application of alternatives and its outcome. The resources and elements that could require should be recognised first before application of alternatives. The appropriate time when the alternative to be implemented and by whom should be determined after identifying the time to implement. Communicating a plan to the stakeholders after having a proper plan for implementation is needed to make any required adjustment and improvement.
Starbucks should also create a business plan after finding the problem and compare the previous year business plan. It would help in understanding the point where a problem exists and where to make a change. For finding solution and decision making an appropriate business plan is important with a proper strategy to implement. This could generate a practical awareness of making suggested changes from time to time whenever the similar problems take place.
The evaluation of approach according to the desirability, feasibility and acceptability are necessary to find out the achievement of the business. This would help in determining the result that would be achieved by applying the strategy for resolving the problem and in decision making.
Selecting an appropriate alternative approach
Exploring the alternative approach for securing the situation that could arise in the future would protect a business from adverse effect and consequences on profit margin. The risk associated with the decision making while selecting an appropriate approach involves the preference of customers that changes instantly, cost of resources and changes in the market economy. Application of alternative approach helps in identifying the issues from the core before applying the solution to resolve it. This suggests an idea that could be utilised in the future and avoid the situation that gives rise to the quantitative and qualitative problems. Solving a problem and making a decision are two different aspects. The problem solving includes some steps, technique, and methods that help in eliminating the problem. Decision making involves a process with strategy and ideas of how to implement the method and eliminate the risk associated with the methods for a better outcome.
Implementing the decision
Before the implementation of a plan, it is preferred to review the available resource, alternative approach and consulting with other stakeholders.
3 Utilize a technique of decision making to evaluate a solution for appropriate option
The technique of questionnaires from the perspective of customers and managers would help in identifying the cause of a problem and applying an appropriate option. After understanding the cause and point that give rise to issues an appropriate approach could be assigned to solve the problem and decision making
	Question
	Notes

	What are the complaints of customers regarding services and products
	The customers generally complain of the environment, cost of products and behavior of staff in the case of the restaurant business.

	What is the problem that could arise in future
	The problem that could arise in future in case of the restaurant business is uncertain changes in market competition, changes in the preference of customers due to the advent of the new restaurant.

	What are the barriers in communication between customers and company
	The barriers that emerge for communication between customer and company are a perception of both parties, an interest of the customers and the irrelevance of the receiver.

	Which goal is failed to achieve
	The goal of attracting more customers is failed due to less innovation in production and poor behaviour of staff in a restaurant.

	What information would simplify the job
	The adoption of other strategy and comparing it the operational process with the competitor would make the job easier


Table 2: Problem-solving technique (Current Issues)
(Source: Created by Author)
	What challenges could be faced by an organisation in future
	An organisation would face a tough competition if a change in production, behaviour of staff and technology is not adopted.

	What training do management and staff need to meet challenges
	The management and staff should be trained for inventory pricing, flexibility with an instant change in a restaurant and

	What changes in need of customer would change
	The preference of fast and advanced technique for delivery of food and service, a special meal, healthy food and unsound environment could change in the need of a customer.

	Which external factors would an organisation face in the upcoming year
	An organisation could face some external factors such as changes in monetary policy, politics rules, and community interface.


Table 3: Problem-solving technique (Future expectation)
(Source: Created by Author)
4. Developing a plan for implementing the solution 

Felin and Zenger, (2015, p.88), has commented that sometimes it is difficult to separate the problem from its solutions. Often they emerged as a pair of problem-solving or need a solution that needs innovation by analysing them together. Selection of an individual problem could restrict the broader aspects of different areas from where conflicts may come. Therefore, application of problem-solution theory could help to rectify different issues together by addressing all the areas in a less time span. In case of a large organisation like Starbucks, there could not be single problem that hampers the overall performances of the organisation. The key problem of the organisation in Singapore in 2017 has reported as a declination in the number of customers. Due to a monotonous menu and lack of diversification in the customer service, the number of customers reduces by 1% within a month (business insider.sg, 2018). Other complications along with it, has identified as the enhanced number of competition in the market. Based on these problems, effective solutions have mentioned below in the table

	Problem statement
	Strategic implementation
	Time required for strategic implications

	Marked declinations in the number of customers have observed not only in the branches of Singapore but also in different branches of UK. Even though the organisation is expanding in many countries, but retention of loyal customers and gaining of new customers have reduced.
	Innovation strategy can be proven effective. Innovation in the regular menu could break the monotonous practices and attract the customers towards the company. Apart from this, the CEO of the company has decided to bring diversity in the customer service management team. Cultural aspects of all regions would be addressed equally by involving the local employees. He has also included a social aspect in the recruitment process by announcing 10,000 of refugees would be recruited in all the outlets of Starbucks within 5 years.  
	In order to implement all the strategies into action, 6-12 month duration can be sufficient to measure its effectiveness. 

	The above-mentioned problem has significant impact on the brand name of Starbucks in almost all the outlets. In a study by Susanty and Kenny, (2015, p. 18), they have found that customer satisfaction has a significant impact upon the brand loyalty. Therefore, it can be stated that in order to retain the customer number, Starbucks has to maintain their brand name in the market. 
	In order to retain the reputation of a brand name, the company has to concentrate on unique actions. As they have already implemented the

Openness, inclusion, and diversity in the strategies to reform the brand name thus, they have to try to relate to the people’s emotion. The aim and purpose of the brand could relate to the lifestyle of the customers so that they can feel connected to the brand. In order to this, the style of the logo jiggles with a brand name or the overall structure of the logo can be re-model with a connective message  
	An assumption of 12-24 months can be done to implement all the strategies regarding brand management 

	The lack of employees team performance is also identified as an issue currently in the outlets of Singapore
	Although the motto of the company follows servant leadership that means employee first and also the relationship-driven approach, still it has found that organisational culture is not suitable for the employees. This leads to a diminished performance and fewer customers’ satisfaction. Leadership strategy can bring a positive impact by resolving issues and make all workers perform in an integrated manner.   
	It may take a 6-12 months time to implement all the issues


      Table 4: Strategic implementation development plan

(Source: Created by author)
5. Communicating the Business Plan to Stakeholder investors and customers

It is been mentioned above that Starbucks Coffee Company in Singapore has been going through turmoil situation as their rate of customer had decreased to 1% in the month of February in 2017. In January, the analysis result mentioned that there were 13% customers and in the month of February there have been 12% customers. Therefore, it is from the evidence that 1% of the customers had suddenly got decreased, it means that the Starbuck Coffee Company has been delivering low standard products to the customers or their quality standard has suddenly fallen due to ineffective implementation of strategies. It is common fact a Coffee shop's success factors lies in the hand of customers, therefore, from the analysis, the reduction of a customer to 1% simply interpret that this company has been incapable of satisfying their target audiences. If the rate of customer decreases, it will automatically have a negative effect on investors and brand image of the company.  Now, onto thrive on these turmoil situations, Starbuck Coffee Company can outline a business plan in order to improve their present circumstances. It is been mentioned above that they may have adopted innovation strategy, change in leadership quality and other strategies related to improving the brand images (Pisano, 2015). Starbucks Coffee Company can outline a business plan, in which they might have adopted various strategies regarding change towards their leadership role, which are becoming inefficient in the company. The managers were not dealing properly with employees or not providing effective instruction to the employees. The Starbuck Company had a monotonous menu in their coffee shop, they might have taken effective innovative strategies in order to improve their menu and add something which will be more attractive to the customers. Furthermore, for the investors, they might have taken various innovative strategies in order to change their logo and other companies with related strategies that can improve the relationship with the investors (McKenzie, 2015).

The main and most significant method that the Starbuck Coffee Company may have taken in communicating with the stakeholders includes face to face meeting arrangement. The business plan of the Starbucks Company needs to be reached by their customers and investors, through a proper and authentic medium. First and foremost strategies that the company can implement are the strategy of reaching to the customers through a proper medium. The medium is generally is the audio-visual medium, as the Starbucks target audiences are the urban group of people, therefore, they can choose the television medium. Through television advertisement, they can provide certain advertisement regarding the changes they need to make in their company. Moreover, in the innovation of the menu, they can include catalogs in the newspapers, therefore, people can have look at the changes in the menu. Another communicating strategy they can take by attracting their target audiences by providing an attractive discount on the menu of Starbucks Coffee Shop. The Starbucks can send house journals to the investors, in which the innovation in their company will be mentioned. Moreover, a face to face meetings or arranging private parties can be effective in attracting investors to their company. Communication to investors through disclosures of financial performance and return generating ability of the company through a meeting arranged can be another effective.

Stakeholders plan

	Name of the Stakeholders
	Delivery Method
	Delivery Frequency 
	Responsible 

	Customers
	Television Commercials, Banners in the roadsides, Pamphlets in the newspapers
	Television commercials (daily 10 to 15  times), Banners in the roadside (till they achieve success in their business plan), Pamphlets in newspapers (Sunday or Saturday every week)
	Advertisement and promotional groups of the company and Public Relation Department

	Investors
	House Journals and Face to face conversations
	House Journals ( at least two journals among three years) and Face to face interaction ( at least two meetings in a month)
	Public Relation Department


Table 5: Stakeholder Plan
(Source: Dunn et al. 2015)
6. Strategies Required Implementing the Business Plan by Starbucks Coffee Company 

Kim, (2014) had once mentioned that in order to implement the business plan, effective strategies are needed by the company for accomplishing success. It has been mentioned above that the main purpose the business plan is to reach to their target group and investors also.. They might have adopted food innovation strategies in order to change monotonous menu and also provide some discounts on such menu. A creative team of experts who can give innovative ideas regarding menu changing aspects can be done. Furthermore, they can also replace the existing chef with more efficient chefs in the coffee shop. The observation review technique has helped to identify the position achieved while reaching the target audience of the company. It has been mentioned above that the company needs to select television commercials as their target audiences are urban groups. Therefore, it from the evidence that one feature of Starbucks Company (collaboration and communication) has been successfully accomplished by satisfying their target audience.  (Kleppe & Mossberg, 2015).

Appropriate changes in the branding techniques that are impacting the rate of sales have been monitored by the customer's feedback and a number of frequent purchases done by the customers through the glass doors of the company. By 360-degree feedback technique As the existing leadership role is not efficient in managing the employees of the company. In this context, they can adopt survey analysis, for getting the feedback from the existing staffs about their preferences regarding leadership role. In the field of investors, again the observation review techniques have helped the company to identify the position while reaching for their investors. It has been mentioned above that the company needs to send house journals and arrange face to face communication with the investors. Furthermore, the company needs to write the house journal in a very lucid and attractive way, therefore, it can be easily comprehended by the investors (Chapman, Miller & White, 2018). The company needs to arrange private parties or get together programs with the investors, in order to depict their changes in their company. Therefore, it is from the evidence that the company is implementing their business plan in an effective way. Another feature of Starbuck (keeping good relationship) has been successfully achieved by reaching their investors and such stakeholders are investing in the company.    
Recommendation 

Based on the above discussion, it can be recommended that the organisation has to consider the existing key features of organisational culture again to identify where the key problem arises. A disturbed organisational culture is there which is proven by a diminished number of customers. Thus, the leadership strategy has to be considered to improve the internal and external communication. Moreover, an addition of diversity and cultural infusion could also improve the service quality of the customers. They also need to monitor whether all the strategy implemented working properly or not. This is because the openness in the organisational culture allows all the employee to express their issues but the lack of organisational performance indicates that this strategy has not implemented properly. Therefore, surveillance can be an effective way to retain the overall performance. 
Conclusion 

After overall discussion, it can state that Starbucks needs to concentrate on problem-solution approach, especially in the newly open outlets. They have to implement their existing strategy in a right time on a correct place by involving correct persons. The aspects of organisational culture collectively either lead to a good or bad organisational culture based on its application. An international training can be provided to the employees to maintain the integrity and perform in an effective manner. Human capital is an important source in a hospitality industry. A balanced state of physical and mental aspects among the employees could lead to making a good impact on building a bond of trust with customers. The proper management of social responsibilities not only improve the customer service but also helps to promote goodwill of the brand which can attract customers.
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