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This essay discusses a leadership experience I had at the Costa Coffee Company, a renowned multinational coffeehouse chain. The experience provided me with valuable insights into effective leadership and sparked a journey of self-reflection and personal development. The essay provides a comprehensive overview of the leadership encounter, analyzing its strengths and areas for improvement. It also outlines an actionable development plan based on the lessons learned. The experience was a pivotal moment when the store faced heightened challenges, underscoring the importance of effective leadership in navigating uncertainty and achieving transformative outcomes.
This reflective journey aims to analyse leadership facets during a leadership experience at Costa Coffee Company. It will evaluate areas for improvement and highlight the dynamic nature of leadership. The plan will be based on reflections and a development plan to enhance leadership skills and foster a more inclusive and innovative culture. The experience serves as a foundation for personal growth and offers valuable insights for improvement in leadership and management. The transformative power of effective leadership will be evident through this analysis and development plan, transcending the boundaries of a single experience. This essay critically examines a leadership experience at Costa Coffee Company, identifying strengths and weaknesses, suggesting areas for improvement, and outlining an action plan for further leadership development.
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Costa Coffee, a British multinational coffeehouse chain founded in 1971 by brothers Sergio and Bruno Costa, is known for specialty coffee, espresso-based drinks, pastries, and snacks. Initially a wholesale coffee bean supplier, it quickly expanded into a retail coffee shop chain due to its commitment to quality coffee and welcoming atmosphere.
Costa Coffee, acquired by British hospitality company Whitbread in 1995, has a significant global presence with thousands of stores in various countries, including Europe, Asia, the Middle East, and beyond. The company offers a wide range of coffee beverages, including espresso-based drinks, teas, hot chocolates, and cold beverages, as well as sandwiches, pastries, and light snacks. Costa Coffee is committed to innovation, introducing new coffee blends, seasonal beverages, and limited-time offerings to cater to changing consumer preferences. The company also places emphasis on sustainability, sourcing coffee beans ethically, reducing waste, and implementing environmentally friendly practices. Costa Coffee is involved in community initiatives and partnerships, providing a space for people to gather, work, and socialize. In the coffee industry, Costa Coffee competes with major chains like Starbucks and Dunkin' Donuts.
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Leadership involves guiding a group towards a common goal, setting a clear vision, motivating others, making strategic decisions, and fostering collaboration. It's not solely based on authority or position but can emerge from individuals with qualities like vision, empathy, communication, and leadership by example.
Warren Bennis, a renowned leadership expert, defined leadership as the ability to translate vision into reality, focusing on the ability to conceive a compelling vision, effectively communicate it, and guide teams towards achieving tangible outcomes ( Warren,, 2010).
Peter Drucker's definition of management emphasizes that it involves doing things right, while leadership focuses on identifying and pursuing strategic and impactful tasks, contrasting with management's focus on executing tasks efficiently (Drucker, 2001).
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Leadership and management are frequently considered identical, with some believing that they are inseparably connected and equally important activities. Others describe management as a subset of leadership, while others both admire and criticise leadership. Managers, according to Bennis (1989), are those who encourage efficiency, whereas Kotter (1991) sees them as those who plan, budget, organise, and control. Management, according to Hersey and Blanchard (1998), is simply leadership applied to commercial settings, however Birkinshaw (2010: 23) claims that this dualism has left managers with the dull work that "leaders" don't want ( Warren,, 2010). (Kotter, 1977) (Birkinshaw, 2010) .
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According to Goleman, et al., (2002) Leadership is not about being in charge, but rather about taking care of those in your charge.
Goleman, et al., (2002) identified six styles of leadership: coercive, authoritative, affiliative, democratic, pacesetting, and coaching. Coercive demands compliance, while authoritative mobilizes people for new visions. Affiliative creates harmony, while democratic forges consensus. Pacesetting sets high standards, resulting in fast results from motivated teams. Coaching develops people for improved performance and strengths. These styles can be used in various situations, such as crises or when new direction is needed (Goleman, 2000).
Transactional leadership is a leadership style that emphasizes clear goals, objectives, work tasks, outcomes, and rewards within an organization, focusing on the self-interest of followers and fostering a mutually dependent relationship through an exchange process (Mullins, 2002).
Transactional leadership benefits by rewarding self-interest-motivated individuals and providing a clear structure for large organizations with repetitive tasks and infinitely reproducible environments. Transactional leadership has disadvantages, as it rewards workers based on practical rewards like money or perks, and limits creativity due to pre-set goals and objectives.
Transformational leaders, as described by Burns (1978), use their personality to significantly alter followers' behaviour to achieve their vision or goals. They motivate individuals to pursue higher-level objectives, demonstrating a moral responsibility to respond to people's values and needs in a way that promotes the highest form of human relations.
Transformational leadership involves boosting motivation and commitment among followers by presenting a clear vision, appealing to higher ideals, and fostering a sense of justice, loyalty, and trust (Mullins, 2002). 
Charismatic leaders inspire followers by influencing their goals, values, needs, beliefs, and aspirations by appealing to their self-concepts, thereby transforming their personal identity (Grint, 2010). 
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Making or doing things differently is a simple definition of change (Rees and French, 2016). Change is typically necessary when previous props and practices no longer function effectively (Rees & French, 2016). 
Organisational change refers to the transformation of an organization's strategies, structures, processes, procedures, technologies, and culture, and the impact of these changes on the organization.
Change management involves continuously updating an organization's direction, structures, and capabilities to meet the evolving needs of both internal and external customers (Moran & Brightman, 2001)
Forces for change include external forces like globalisation, workforce diversity, ethical behaviour management, market demand, market supply, natural causes like earthquakes, floods, and fires, and competitors' activities. Internal forces, new leadership, strategy, structure, business model, outsourcing, low performance, high employee turnover, inadequate skills, workplace relocation, and new technology installation can lead to issues.
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Costa Coffee's management plays a crucial role in overseeing various aspects of the business to ensure smooth operations, customer satisfaction, and organizational goals. Key responsibilities include store operations, customer service, team management, financial management, inventory and supply chain, quality control, health and safety, marketing and promotions, communication, problem-solving, adapting to trends, and performance analysis. 
Managers manage staff schedules, cleanliness, hygiene standards, and overall store functioning. They also ensure the store is well-stocked with necessary supplies, maintains a safe environment, and collaborates with the marketing team to execute promotional campaigns. They also handle challenges such as customer complaints, equipment malfunctions, staffing issues, and market trends.
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Leadership is a complex concept with various theories developed over time to explain various aspects of leadership and behavior. These theories complement each other, providing a comprehensive understanding of the leadership process.
Trait theory, a familiar leadership theory, has limitations and pragmatic research focuses on identifying leadership behaviour types rather than personalities (Armstrong, 2016). Studies recognised that leadership behaviour and style were situational, which resulted in the creation of contingent and situational leadership theories. Different characteristics and behaviours were required for effective leadership in various contexts.
Fiedler's (1967) theory of contingent leadership suggests that a leader's leadership style is significantly influenced by their ability to comprehend and respond to the situation (Fiedler, 1967). Goleman (2000) highlights the importance of emotional intelligence in leadership, stating that leaders must effectively understand and relate to people's emotional states (Goleman, 2000).
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During my tenure at Costa Coffee Company, I worked closely with a transformational store manager who inspired growth and innovation, despite increased competition and customer expectations.
The store manager's leadership experience was characterized by vision, supportive communication, empowerment, recognition, and adaptability. He communicated a compelling vision for the store's success, encouraged open communication, and empowered team members. He delegated responsibilities based on individual strengths, boosted morale, and improved efficiency. He consistently recognized and rewarded team members, fostering a positive work environment. Despite increased competition, he demonstrated adaptability by introducing new strategies.
The manager's exceptional leadership was limited in developing emerging leaders, causing a potential leadership succession gap. Conflict management skills could be improved to enhance team cohesion. The manager's effectiveness in implementing new strategies could have been improved to foster a culture of continuous innovation. The feedback loop could have been strengthened through regular coaching sessions and mentorship, accelerating team members' growth. 
The company should implement a structured leadership development program, including workshops, mentoring, and higher-level decision-making exposure, to identify and groom potential leaders. Training sessions on conflict resolution and emotional intelligence will equip team members with the skills to address conflicts constructively and maintain a harmonious work environment. An innovation platform should be established for idea-sharing and collaboration to enhance store operations, customer experience, and product offerings. A bi-monthly feedback mechanism should be introduced for open discussions about performance, growth areas, and development goals.
The action plan includes a leadership development program, conflict resolution training, an innovation platform, and a regular feedback mechanism. The program identifies potential leaders based on performance, initiative, and willingness to take on responsibilities. It includes designing a comprehensive curriculum and pairing them with experienced mentors. 
Conflict resolution training involves collaborating with experts, role-playing scenarios, and fostering open communication. An innovation platform is launched, with cross-functional teams evaluating and implementing promising ideas. Regular feedback mechanisms involve bi-monthly one-on-one sessions between managers and team members, where performance, growth objectives, and personal development plans are discussed.
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Upon reflection of my leadership experience at Costa Coffee Company, I have gained valuable insights into the strengths and weaknesses of our leadership approach. By recognising these areas for improvement and developing a comprehensive action plan, I am dedicated to enhancing my leadership abilities and making valuable contributions to the organization's growth and achievements. By engaging in ongoing learning, adapting to new challenges, and prioritising the development of a cohesive and innovative team, my goal is to enhance my leadership abilities and make a greater impact in the future.
The store manager's transformational leadership style, which involved communicating a compelling vision, encouraging open communication, and empowering team members, significantly improved performance and fostered a positive work environment, aligning with the ideas of Warren Bennis and John C. Maxwell, who emphasize the importance of translating vision into reality and influencing lives.
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	What are my Leadership development Objectives?
	What leadership activities do I need to undertake to achieve my objectives?
	Where will I develop my leadership to achieve my leadership objectives?
	Target date for achieving my objectives

	To improve my time management.
	Effective time management is crucial for leaders, as they must prioritize tasks, delegate responsibilities, and set clear goals.
Delegation,
	At the workplace 
	December 2023

	To improve my communication and
	Effective communication is a crucial element in fostering successful leadership by promoting understanding, collaboration, and alignment among team members. Listening Workshops, public speaking.
	At home and at work
	November 2023

	interpersonal skills.
	Networking Events or Seek a mentor or coach who can offer constructive feedback on your interpersonal skills and guide your improvement journey.
	At work 
	January 2024

	To be more adaptable to change.
	Attend workshops, seminars, webinars, and conferences to enhance your knowledge and skills, while also encouraging your team to participate in learning opportunities for a growth-oriented environment.
	At work
	February 2024

	To effectively managing my workload.
	To accomplish tasks effectively, define goals, break them down into manageable steps, prioritize tasks, and create a schedule using tools like calendars or task management apps.
	At home and at work
	November 2023

	To make smart decisions.
	First refer to data, reports, market trends, and insights provided by relevant stakeholders for consultation. Then analyse the situation.
	At workplace 
	October 2023
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