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In order to work in an organisation, the constant approach of managers for resolving the faced issues are highly appreciated by the organisation as a whole (McDonald, 2017). The aim of the report is to analyse the methods and techniques being utilised by the managers of Costa Coffee for resolving the issues faced within the workplace. In addition to the above made discussion, the factors that influence the coffee shop has been analysed in term of PEST. Letter to manager is structured in order to discuss the impact of PEST on the workforce of Costa Coffee. Critical thinking and the employee behaviour has been discussed in order to highlight the two main type of employee behaviour maintained by the employees of the selected coffee shop. Moreover, the utilisation of IT as an advantage or disadvantage for the firm has been further discussed.
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[bookmark: _Toc501723832][bookmark: _Toc503207715]1.1 Defining problem, its stages and impact on human health along with the simple and complex problems faced in Costa Coffee 
In an organisation, any situation faced while completing the assigned task is identified as a problem for that particular task that acts as a barrier for being completed (Ferraro and Briody, 2017). However, defining a problem requires patience, thorough examination and repetition. Problem has been further marked as the most important element of critical thinking. The above made discussion can be well analysed with the reference of the Costa Coffee that faced issues in terms of the poor management. The organisation of Costa Coffee has been voted as the nation's favourite coffee brand consecutively for 6 years (Costa.co.uk 2017). Moreover, the firm have successfully established more than 900 locations in UK. Therefore, it can thus be well analysed that since the workforce of Costa Coffee is more in demand, there employee engagement and their sustained employee behaviours has been given more importance. In order to cater their best product and their related services, the employees of the workforce are further provided proper training for mitigating the problems within the workforce (Costa.co.uk 2017). 
In order to mitigate the faced problem in an organisation, three stages are to be followed in order to analyse the faced problem. As suggested by Seidman (2016), there three stages marked in terms of analysing a problem within an organisation. These are marked in terms of the following: Visualising the Problem, Exploring the situation, Brainstorming the requirements, Measures.

In addition to the above made held discussion of problems and their solving stages, the problems that are faced within the company of Costa Coffee can be well analysed. In case of Costa Coffee, the workforce of the firm faced issues regarding their poor management as their complex issues along with the service established by the coffee shop as their simple issues. As stated by McMillan and Overall (2016), the difference between a complex and a simple issues deals with the efforts that are required to solve both the issues. The more effort made the more is the complexity of the faced issues. Thus, the faced issues cater a strong influence of the human health. Moreover, there are certain psychological steps involved in problem solving process. These steps are marked in terms of the following:
1.  Identifying the problem
2.  Understanding the problem
3. Forming a strategy
4. Information organisation
5. Resource allocation
6. Monitoring
7. Results evaluation
Therefore, it can be further marked that the complex and simple problems faced within the organisation of Costa Coffee results to affect the quality of services being delivered by the coffee shop. Thus, the faced issues of poor management brand service and preferences of the customers for the coffee shop can be evolved with the psychological steps as mentioned above. 
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The organisation that relates their services and products to connect directly with their potential customers requires to critically think before applying any of their innovative creations. As marked by Wu and Wu (2017), critical thinking is an ability of an individual to think in a clear and rational format. It further involves the ability to engage in an independent and reflective thinking so that the concerned individual can easily perform the following activities:
1. Understanding logical connections between concepts
2. Evaluating and constructing the arguments
3. Systematic approach to problem solving
4. Ability to detect inconsistencies
5. Identifying importance of the ideas
6. Reflecting own values and beliefs
In addition to the above made discussion, the activity of critical thinking is not limited to the accumulation of information but many additional to it. As for instances, an individual with good knowledge and memory is not necessarily able to think critically. However, as argued by Kasser and Zhao (2017), a critical thinker is further able to deduce the consequences from their own perspective and their limited knowledge. In addition, they seek for relevant sources of information to support their thinking. Moreover, there are some of the mentioned key steps that are performed for the process of critical thinking:
1. Organising relevant information
2. Structure Reasoning
3. Evidence Consideration
4. Assumptions Identification
5. Arguments Evaluation
6. Conclusion Communication 
Therefore, from the above-mentioned key steps of critical thinking, an individual can retain the actual essence of the occurred incident. In case of Costa Coffee, the firm visions to be world's favourite coffee shop brand (Costa.co.uk 2017). Thus, for their faced issues as both complex and simple problems of poor management and service preferences are further required to be critical approaches by the responsible managers of the firm. However, as commented by Vernon et al. (2016), critical thinking is the main duty a responsible Human Resource Manager of an organisation. Thus, in case of Costa Coffee the employees working for the firm have faced the problem of poor management of the activities. In order to mitigate the raised complex problem, it is expected from the HR manager of Costa Coffee to critically think for the restructure of the activities set for the management of the overall workforce. Thus, by critically approaching the face issues, the activities that would be performed by the employees of Costa Coffee is expected to be of high quality (Costa.co.uk 2017). In addition to the above held discussion, the emphasis led by the critical thinking not only highlights the key areas of impact or problem, but also identifies the suitable measures that are applicable to the face issues. Thus, the workforce that is well trained and guided by the HR manage can sustain within their future business goals (Vernon et al. 2016).
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Every organisation gets influenced with both external and internal factors. In addition to the held discussion, the external factors are the ones that affect the workforce from outside. That is the one that influence from the competitive market and the existence of the main organisation among its competitors. The workforce of Costa Coffee is well analysed in terms of analytical tools marked as PEST and SWOT. PEST as an analytical tool is well applied for analysing the political, economic, social and technological factors related to the concerned company. In order to manage the issues faced within the firm, the HR manager of Costa Coffee always concern their stakeholders before making any strategy for their future business. Moreover, the application of PEST as an analytical tool has been evaluated in the following selected information:
	Political
	The United Kingdom faced different political and electoral crises and transitions. Thus, for Costa Coffee, the company further get affected in terms of four political trends. T

	Economic
	The organisation of Costa Coffee is more effective in terms of their economical performance. Economic impact is felt in terms of GDP growth by 4.5% to rise slightly higher from the year 2002.

	Social
	Both upper middle and middle class households exists for the consumer market of the UK. Thus, fir the coffee shop of Costa Coffee, the company further influenced their workforce in term soft heor varieties of coffee flavours and their price to get affordable for both the class society. Moreover, the coffee shop further adapted the Chinese culture as well in order to say justified for every culture.

	Technological
	Moreover, with the advent of modern science and technology, the implementation of high technological equipments for making coffee is well adapted by the firm. The coffee making machines are thus availed in a cheaper and are further made accustomed to the employee working for the company.


Table 1: PEST for Costa Coffee
(Source: Costa.co.uk 2017)
Therefore, after analysing the external factors, the internal actors are further analysed in terms of SWOT as mentioned in the below information:

	Strengths
· International brand
· Strong back support of joint venture firms
· Support from big corporations
	Weaknesses
· Small share market
· Price hike that limits consumers
· Depreciates product localisation
· Lack of professional chefs

	Opportunities
· More exposure given to Chinese culture
· Stable market
· Capturing different consumer markets
 
	Threats
· Tough competition with Starbucks
· Influence on tea culture
· Growth in local chain of brand coffees


Table 2: SWOT for Costa Coffee
(Source: Costa.co.uk 2017)
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2.2 Letter to Manager about the impact of PEST on the Costa Coffee
To The Line Manager Costa Coffee
Subject: Impact of PEST on the organisation

The impact led by PEST is thus identified for the political impact of the country as a whole; the coffee shop of Costa Coffee lacked their deliverance of proper training to their employees. Thus, the poor management faced within the workforce caters different issues that collaborate for reducing the quality of services and products being served by the firm to their target market.  These are marked as re-definition of concepts of power and politics; public accountability; increased popular assertiveness along with cry for democracy and reforms. In order to manage the poor management, activities related to the firm must be resolved as the significance from their political references. 
										Thanking You
										HR Manager
Costa Coffee
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In the workforce of Costa Coffee, the employee behaviour relates to the way in which employees respond to the specific circumstances within their workforce. Thus, for the Costa coffee two employee behaviour being identified by the manager deals are Task Performers and Maintaining Work Attendance. The managers of the firm further efforts different techniques for sustaining the two suitable employee behaviour for enhancing the quality of service and products served by the firm in future. In terms of task performers, the manager solf the firm must examine each step taken by the employees to stay justified to the workforce. Moreover, the managers highlight responsibility areas. On the other hand, maintaining work attendance affects the working capacity of the firm for future business. It highlights the need for attending office regularly if there is no emergency. Thus would sustain the habit of staying active and responsible towards the firm and its activities.
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[bookmark: _Toc501723840][bookmark: _Toc503207723]4.1 Technological support and the advantage and disadvantage of using IT within Costa Coffee
Technological advancement in UK as a country is well appreciated by its small business firms. Similarly, in case of Costa Coffee, the applications of information technology are highly in practise and are further well adapted by the employee working for the firm. The application of the technological support in terms of coffee machines and cutlery system made the firm to adapt with the changing society and its modern way of working in a business. The communication systems as sustained by the workforce is well appreciated with the overall internet presence that the company caterers in terms of its official websites. Moreover, the company is well connected in term sof their advertising elements with their potential customers across the globe. This benefits the firm to expand its market along with cutting costs and concerns of their employees. Moreover, the disadvantage faced with the advent of IT facility is the threat of leaking the confidential data that may benefit their competitors.  
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From the above made discussion, it can be concluded that working for solving the face issue in the workforce of Costa Coffee must stay the main responsibility of the human resource manager. Thus, with the implementation of PEST and SWOT, the managers are further informed about the most effective factory for poor management of the workforce. Moreover, the concept of critical thinking, employee behaviour and the identification of a problem within the workforce has been well justified with the efforts made in the above held discussion.
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