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Abstract
The proposal has focused on understanding the flexible options of working at the UK organisation, Costa Coffee. The identification of the issues at Costa Coffee has been discussed to understand the issues and their significance, and the background of the issues has been reflected. Further, the aim, objectives and research questions have been discussed, along with the literature review, which is portrayed in the topic of flexible working for employees. Further, the proposal has offered the methodology of how the research will take place. Furthermore, the proposal has provided the relevance of business, and the practical implications of the issue have been examined.
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[bookmark: _heading=h.gs22ep8judq]Identification of a Business Problem
The actional identification of the business issue at Costa Coffee concentrates on the tension among providing flexible work options and maintaining the efficiency of operations.
Core Issues: The main issue is the operational bottlenecks and unpredictability of scheduling, while the careers of Costa Coffee provide the rational and flexible shifts, the spontaneous adjustments of schedule, which create operational challenges at the store level. The shift managers and baristas face rosters that are unpredictable, causing the ratio of staff-to-consumer during peak hours (Scott, 2024).
Effect of Performance and Strategy: The inconsistent staffing mainly degrades the experience of customers as the long wait times undermine the strategic goal of Costa for convenient, fast service. Further, the uncoordinated schedules cause stress for employees, and this contributes to the high rate of turnover, which is common in the fast-service restaurants and cafe sectors (UKG, 2025). 
Importance of the Issue: The high turnover of employees sustains the recruitment costs, which are substantial and the costs of training. Recognising this issue is important for keeping the consistency of service maintained and enhancing the morale in a fast-changing environment of retail. 
Organisational Context and Challenges: Balancing the needs of hospitality in the frontline with the demands of employees for a better balance of work and life is complicated. Managers are mainly tasked with fulfilling the strict budgets of labour while implementing the requests of personal scheduling, sometimes in shifts which are understaffed or dependent on the staff who are less experienced.
[bookmark: _heading=h.we81muomwmro]

[bookmark: _heading=h.d90g3btc5bb]Research Aim, Objectives and Questions
[bookmark: _heading=h.7wy2fogfvswv]Aim
To understand the impact of flexible working arrangements on employee performance and satisfaction at Costa Coffee.
[bookmark: _heading=h.aoyw91wpipz5]Objectives
To categorise the different types of flexible working arrangements available to Costa Coffee.
To analyse the effects of these flexible working options in Costa Coffee.
To investigate the operational challenges employees face while implementing flexible schedules at Costa Coffee.
[bookmark: _heading=h.1ak8sk9j78o1]Questions
1. What are the different types of flexible working options available in Costa Coffee?
2. How are the impacts of these working options in Costa Coffee for employees?
3. What are the operational challenges faced by employees in Costa Coffee?
[bookmark: _heading=h.9g0jfbikr06x]

[bookmark: _heading=h.p9ogiqp2rqll]Critical Literature Review
[bookmark: _heading=h.95hhhoa1od0]Thematic Review of Literature
[bookmark: _heading=h.q3eppaqy12el]Categorisation of Flexible Working Models
According to Angelici and Profeta (2024), the flexibility of the workplace in environments which are consumer-facing falls into the three main types of structures to accommodate the different profiles of staff. The first category is the flexibility of schedule that relates to the annualised hours and flexible time. The employees can adapt their regular start and finish times or distribute the hours which are contracted over the variable weeks, making it suitable for the students or those who are balancing the duties of caregivers. The second type is the flexibility of structure, like the contracts of part-time, sharing of jobs and compressed workweeks. The job sharing divides the role of full-time among the two individuals, offering consistent coverage, while compressed workweeks enable employees to work longer regular shifts in exchange for days off. The last one is location and role flexibility, which consists of multi-skilling and hybrid arrangements.
[bookmark: _heading=h.cceu8zymvz09]Effects and outcomes of Workplace Flexibility
According to Rometty (2023), the different options of scheduling have important effects on the talent retention and well-being of employees. The employees who have control over their working hours report lower levels of stress, enhanced balance of work and life and high job satisfaction. For employers, these policies are important for entering into the wider pool of talent, decreasing absenteeism and decreasing the rates of turnover, especially between the demographics of millennials and Gen Z, who prioritise the flexible terms when managing jobs. An engaged and motivated workforce changes the quality of service and increases productivity. Although the impacts can also consist of the possible drawbacks if they are not evaluated accurately. For example, except for the clear boundaries, flexibility of schedules can change into some unpredictability, and the hybrid situation can cause gaps in communication and isolation of the team members.
[bookmark: _heading=h.c5bwi5yeshuz]Operational Challenges and Hurdles of Implementation
According to Van Oort (2023), applying flexible schedules in the service and retail industries shows the important challenges of management and logistics. The main barrier is keeping the staffing levels maintained to fulfil the changing demand of consumers without incurring excessive overtime. Managers struggle to balance the preferences of individual employees with the requirement for high-quality, consistent coverage of stores, particularly during peak hours. Further, the inconsistencies in the scheduling can create complications in the team cohesion as different availability creates limitations for the scope for the whole team to be present at the same time. There are barriers of administration and technology evaluating the complicated protocols of shift-swapping, calculations of payroll, and communication all over the different times that need the robust technology and training of workforce management.
[bookmark: _heading=h.59b3hslysrr0]Relevant Theories and Models
The Job Demands-Resources Model: This framework creates flexible options of working as an important resource of structure for employees. In the service environments which are fast-changing, workers face the high demands of a job consisting of long hours of standing, emotional labour, and changing volumes of customers. While introducing the control over the scheduling as a resource, the model demonstrates how the flexibility creates stresses, decreases burnout and enhances employee engagement and motivation.
Social Exchange Theory: This theory mainly works on the reciprocity principles within employment. When the organisation offers flexible arrangements of working, employees are perceived as a high-value and supportive benefit. They feel mainly forced to replicate this treatment, causing loyalty, decreased absenteeism and higher levels of performance in their shifts (Cherry, 2023).
[bookmark: _heading=h.ygsad9flofai]Identify Gaps or Inconsistencies
Frontline vs. Administrative focus: the present research mainly favours the models of corporate hybrid, avoiding the particular realities of customer-facing, hourly workers of retail.
Implementation Gap: The literature addresses the advantages of flexibility, but this fails to recognise the regular restrictions of operation which managers face when creating balance in the staff preferences of individuals with peak-hour, unpredictable demand of consumers (Rometty, 2023).
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[bookmark: _heading=h.jruomnlnarks]Research Methodology and Design 
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Figure: Research Onion Model
Source: (Fonseca, 2023)
The methodology section of this study has been structured using Saunders’ Research Onion. This is one of the most effective models that allows the researcher to structure the research and also make changes accordingly within the process. 
[bookmark: _heading=h.68ji2vdgqkxg]Research Philosophy
This research will make use of a positivist philosophy since the study will examine the measurable facts objectively. It will assume the impact of flexible working arrangements on the performance of the employees and job satisfaction at Costa Coffee (Fonseca, 2023). This could exist independently of the researcher and could be measured through numerical data.
[bookmark: _heading=h.jzzz0x3tj2hz]Research Approach
The quantitative approach is selected for testing the numerical relationship between workplace flexibility, performance and satisfaction. This kind of deductive approach ensures that the structured data is collected for identifying the statistical trends rather than merely exploring the subjective emotional narratives.
[bookmark: _heading=h.li9jq5wzor7a]Research strategy
A survey strategy will be used for collecting the standardised data efficiently from Costa Coffee staff. Structured questionnaires will be used, which will contain closed-ended questions, and they will ensure uniformity. This shall allow for making direct comparisons of responses related to the flexible hours and also job satisfaction across the participant group (Nu.edu, 2023). 
[bookmark: _heading=h.tof0bnmh568]Research Choices
A mono-method quantitative choice is applied. This will rely exclusively on the survey instrument. Using the single quantitative data collection techniques avoids any level of methodological complexities. This also directly fits the objective of performing statistical analysis on precise rating-scale metrics (Saunders, 2019). 
[bookmark: _heading=h.k8gnkp3zdcex]Techniques and Process 
Data collection for this research will use a primary digital questionnaire that shall be distributed to the participants via mail. The process will involve designing the questionnaire, pilot-testing it for clarity and collecting responses. The data analysis will use descriptive statistics that will be done using Microsoft Excel for evaluating whether the higher schedule flexibility correlates with higher employee scores. This will also include the increased level of job satisfaction metrics amongst the respondents. 
[bookmark: _heading=h.zgewh73pm9xx]Sampling Strategy 
A convenience sampling strategy will be used for this, and 20 employees will be selected across several locations of Costa Coffee. This kind of non-probability technique will select the participants based on their geographical proximity as well as accessibility to the researcher. While this shall limit the broader level of generalisability across the entire UK coffee retail sector, it is highly practical for gathering the primary information under tight resources, time and budget constraints. To ensure that the samples are relevant, strict inclusion criteria will be applied (Adams, 2007). 
[bookmark: _heading=h.264ftlohqs4n]Time Horizon 
A cross-sectional time horizon will be adopted since the data will be collected from the 20 Costa Coffee participants at a single, specific point in time (Appinio, 2023). This snapshot will help in capturing the present perceptions about flexible working arrangements. This will also help in managing the long-term shifts, and that could become quite an effective way to conduct the activities effectively. 
[bookmark: _heading=h.rpumr8gq7vwr]Ethical Consideration
Ethical safeguards will include obtaining informed consent before participation. The researcher will ensure that anonymity is maintained and data privacy is protected. Participation will be made voluntary, and the respondents might withdraw at any time. They will not have negative consequences or a professional impact on their standing at Costa Coffee. This will become quite an effective one to conduct the activities and also enhance the overall process. 
[bookmark: _heading=h.8b0ol121cnrg]

[bookmark: _heading=h.wsyfdo853nf7]Business Relevance and Practical Implications 
[bookmark: _heading=h.jisbwxronwik]Operational and Decision-Making Benefits
The proposed research can help Costa Coffee improve its operations and decision-making by identifying effective flexible working arrangements. This can also measure their direct impact on the staff performance and job satisfaction. This shall also include hidden scheduling challenges. Some of the important operational and decision-making benefits are demonstrated below: 
Optimised Staffing: By the end of the research, there shall be clear data on the different schedule types, which can help the managers match the staff levels with the busy store hours. 
Higher Productivity: The analysis of the performance links can show which flexibility model could keep the workers efficient and also focused. 
Better Retention Rate: When the satisfaction levels are measured, it could help in guiding the human resource policies for reducing the level of employee turnover (Capoccia, 2023). 
Risk Reduction: Spotting any kind of daily hurdles will allow the leaders to fix the communication gaps, and it could also help in scheduling the faults early on. This can become much more effective in conducting the activities and also enhancing the overall process. This could also become much more efficient to enhance the process.
[bookmark: _heading=h.gtrj843f1emv]Potential recommendations, innovations, or strategies that could emerge from the findings
Flexible work strategies for Costa Coffee involve hybrid scheduling for support staff, task-based rostering for store teams and also digital feedback loops. All of these innovations allow us to make improvements in the work-life balance, reduce the level of burnout and also boost morale. 
Key Recommendations 
Hybrid Office Models: The remote days for corporate teams could be implemented to cut down the commute stress. 
Flexible Store Rosters: A shift-swapping application could be used to ensure that baristas can better manage their personal hours (UKG, 2025). 
Digital Pulse Surveys: The job satisfaction amongst the team should be tracked monthly to refine the workplace policies quickly. 
Output-Based Metrics: The performance should be judged based on the completed tasks rather than the hours spent on-site. 
Expected Innovations 
AI Scheduling Tools: The peak store traffic should be predicted while also honouring staff availability preferences. 
Wellness Stipends: The digital perks can be offered for providing support to the mental health of remote workers, along with retail workers alike (Sebastiao, 2022). 
[bookmark: _heading=h.e4bjsgtpabba]Reflection on how the project contributes to the overall understanding
Working on the study of Costa Coffee had enhanced my understanding of applied business research by bringing the academic theory together with some of the real-world organisational dynamics. When I had investigated the flexible working arrangements, it had shown me how the operational policies have a direct influence on the morale of the employees, including the output in a fast-paced retail sector. I had also learned how to translate abstract concepts like job satisfaction into measurable metrics and actionable data. Analysing Costa Coffee had also highlighted the challenges to balance corporate flexibility with the customer service demands. This has also taught me the value of context-specific empirical investigation. 
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