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[bookmark: _Toc7023508]Executive Summary
Organisational culture at Costa coffee on 110 High Street, Hounslow London has affected the performance of the local store. The test for its survival and success largely depends on how the company does its business. When it comes to attitude, values and beliefs of employees, it can be the factor on making a decision. After careful analysis, bureaucratic style of management makes most of the employees exhausted and demotivated after long period of time. The incorporation of management utilising human relation management within the business paves way to motivation of employees and innovation.

[bookmark: _Toc7023509]Introduction
	Culture includes beliefs, norms, traditions and attitudes learned from a group of people. The way of doing things inside the company defines its organisational culture. It has been built after a long period of time. It is the unwritten rule of the company. However, it has a huge impact on each aspect within the organisation. Having a strong culture is essential to the success of the organisation. It is also considered as a driving force to the efficiency of the organisation in a high performance company (Fill, 2009). There is a saying at Costa that ‘A great cup of coffee is only a great cup of coffee when it has a great people with it. Even though there is a company standard on quality service and coffee production, every branch around the world has different culture. It can be identified on the local culture, local management and the employees on every Costa coffee shops. For example, Costa shop employees in Japan has generally adapted to its culture on discipline  while Costa coffee shop in America is more on democratic style of doing things. Organisational culture may vary on different regions of the world even on global companies such as Costa coffee. The reason for this is the different beliefs, values and attitudes of people.
	Costa coffee shop in the United Kingdom has different set of behaviour by the workers inside the company. The objective is set by the company. The employee assessment is based on performance and meeting company targets set by managers on probation period. Costa coffee has a training and development scheme. The company has a brand standard that should be delivered on making and serving a coffee. It is considered an organised workplace. The objective of the company is to make the workers satisfied that would reflect on dealing with customers. Generally, the workers especially the baristas are respectful to customers. Furthermore, it is a customer focused environment and the relationship of employees are professional. 
	Costa Coffee shop at Hounslow is a small shop located at the centre of Hounslow, London. This assignment will put emphasis on the culture in one of the Costa coffee branches in London. The potential effect of its organisational culture is going to be explored critically. In addition, the significance of beliefs, attitude and behaviour inside the shop is going to be discussed. Furthermore, corporate responsibility of the local branch will be explored. The impact of effective engagement among employees and its hindrances are factors to be considered on establishing a culture. Moreover, the role of management on forming a culture using management theories in the store are vital to critically analyse its impact. Then, PESTLE and SWOT analysis will determine the internal and external aspects that may affect the Costa Coffee shop business.

[bookmark: _Toc7023510]1.1 About Costa Coffee
	Costa coffee was founded by Bruno Costa and Sergio Costa in 2019. It began by supplying roasted coffee to Italian coffee shops and caterers in London. In 1995, it was purchased by Whitbread in 1995. Recently, it was acquired by Coca Cola Company in an amount of £4.9 billion. It has more than 3600 coffee shops in 31 countries worldwide. Furthermore, Costa coffee has more than 6,000 vending machines. It is the largest chain of coffee shop in the UK and the second largest in the world (CostaCoffee, 2019).  
	Quality is vital for the Costa coffee on its daily operation. The vision is to serve extraordinary coffee. As a result, from planting cocoa beans up to serving coffees to clients, the company is involved in the process. Furthermore, the company has employed Gennaro Peliccias an official coffee taster, who had arranged to insure his tongue with Lloyd of London for £10 million. Annually, the company is searching for the talent of baristas to compete from 17000 baristas in the entire world. That is the way of celebrating the art of coffee and to motivate talented people to excel on what they are doing. The company believes that coffee is more than just a drink, it is a way of life (CostaWay, 2019). 

[bookmark: _Toc7023511]Organisational Culture
	According to Maund (2018), every business organisation has different culture. The culture is based on what the company regards as important. At Costa coffee shop, the company holds dear quality products and excellent service on serving coffee. However, culture is difficult to observe on the surfacebut most of it is concealed. Artifacts and behaviour, norms and values and underlying assumptions are the three levels of organisational culture as shown in the figure below. Artefacts and behaviour are the superficial of the business organisation. It can be observed by guest or new employee such as uniform, physical structure of the company, charts, mission and vision and objectives ofv the company. While norms and vales are the idea andv reasons ofbthe organisation on the manner of how things are done. Finally, the undertlying assumptions are the fundamental beliefs, moral principle and even trust. It is considered as the most significant part because it is the driving force in decision making and behaviour of the company. 

[image: ]
	Costa coffee has many shops across the world. It is common for the shop to have a set of standard on its coffee and the quality services it is providing while serving a coffee. Nevertheless, Costa Coffee shop at Hounslow has a manager who is task oriented but sometimes neglecting the well being of the employees. Consequently, the fruit of the management style of the manager has negative effects such as dissatisfaction of employees, large turnover rate and performance is not efficient. There is no established strong culture because people are leaving from time to time.

[bookmark: _Toc7023512]Beliefs, Values, Attitude and Behaviour of Individual
	A belief is a thought that any individual embraces as the truth without the need of a proof. The beliefs of every person can come from various sources such as culture, faith, experience and upbringing. It can be converted into values when there is a strong commitment to the given belief and highly regarded as vital aspect of individual’s life. However, values can be acquired also from family, satisfaction, money and successful, career. These values would motivate the worker at Costa coffee. By having a deeper understanding on what workers value most would identify proper motivation and minimise conflicts in the workplace. Moreover, attitude in the workplace is vital when recruiting worker. For example, HR manager at Costa Coffee needs to determine if the potential applicant has the right attitude on customer service. Mismatch of attitude may affect the performance of the shop. Being tardy and absenteeism are not a good trait of worker in a coffee shop. If one person is missing on the job, it takes too much pressure on the remaining members who are working on that day. It is a huge job for the HR to hire the right people for the job at the right place and at the right time (Matis, 2014).

[bookmark: _Toc7023513]Corporate Social Responsibility 
	A scheme of business organisation to be accountable on social and environmental impact on its daily operation is called corporate social responsibility (CSR). Most of the consumers are supporting the products and services of the company that is protecting the environment and no exploitation of workers. Many consumers are going to stop patronising the products if environment and human right are violated in the process of doing business. 
	Costa Coffee shop is committed on  the well being of its customers by offering healthier choices and planning to enhance  a nutritional balance food and drink options. The company has 32%  coffee drinks with added sugar, the company is planning to reduce it up to 20% and there is a significant treduction of sugar on all its products. Portion sizes are going to be reviewed. Costa coffee is actively engaged on sugar, slt and calorie reduction with a clear information on its ingredients. For example, the advert states that ‘Our Latte has no added sugar and , when served in a primo size with skimmed milk, contains just 70 calories!’ Moreover, there are allergens advice for people with severe allergies. Costa coffee is using new packaging to boost the commitment on CSR. It is utilising fewer resources and minimising the use of plastics on coffee cups and reusable cups with discounts from customers if the client s provide their own cup. Costa coffee is a member of Rainforest alliance to protect forest and committed for a fair trade cocoa beans (Costa Coffee, 2019). 

[bookmark: _Toc7023514]Creating a Sustainable Culture
	Cultural sustainability is vital to the consistency of performance in the workplace. It includes on managing environmental, economical, political and social issues. It is considered as the foundation of stability of the company. All the employees at Hounslow should be aware on its duties and responsibility. For example, segregating recycled and non-recycled materials. Baristas should be aware on allergens of the the products they serve. Switching off ovens and coffee machines when closing the shop is an energy saving method. This may make saving to the company while protecting the environment. Workers need to be informed and trained if necessary to protect the image of the company while doing its part to protect the welfare of the people and the environment as well.

[bookmark: _Toc7023515]Formal and Informal Organisational Structure
	Costa Coffee has a formal structure madeb by the corporate management for its daily operations. It is created to achieve the goals of the company. The local organisational chart at Hounslow Costa Coffee shop is shown in the image below. Each designated position has a specific role and there is a chain of command. The store manager is the one who is responsible of the team and the two supervisors are the one who are reporting to the supervisor. The two supervisors are reporting to the store manager. When the store manager is not around, the assistant manager will be acting as a store manger. If one supervisor is not in, the assistant manager will relace him/her.  The disadvantage of hierarchical organisational structure is that feed backs and changes are slow. 




Organisational Chart of Costa Coffee Shop at Hounslow

	However, there is another structure which is created from social interactions that has been formed in the local shop. It builds friendship and there is no defined role of this group. It has benefits such as good teamwork and coordination inside the company. However, there are also drawbacks like personal conflicts may affect the performance as a team. 

[bookmark: _Toc7023516]Communication Channel Among Workers
	The employees at local Costa Coffee Shop has a variety of ways to communicate with each other. These communication channels may be used for employee engagement, instructions, employee schedules for a week, company news and other important notice. The importance of effective communication is one of the facors to provide a better service for customers. The roster of communication channel that is used are the following:

· Creating WhatsApp Group Chat
	The WhatsApp group has been created by the manger for the coffee shop store use only. Any updates or news about the store are posted here. Moreover, updated weekly schedule is posted here. The advantage of using this channel of communication is accessibility of every member and fast way of communicating to the group due to all employees have smart phone and connected always in the internet. All employee have their phone with them at all times. However there were some problems in the past about quarrelling using WhatsApp group chat. It was discourage by the store manager. Anybody who is not properly using WhatsApp group should be put in a disciplinary action. As a rule, no rude remarks and no fighting using WhatApp group chat. Moreover, avoid using it for personal purposes and confidential information about the store should not be posted here.

· Posting Important Announcements
	Significant notices are posted in the bulletin board just outside the canteen along the hallway. It is an effective way to remind employees about health and safety, special events, updated schedules and even for recognising excellent work. There are also sone poster on how to operate coffee machines.

· Regular meetings
	There is a huddle meeting twice a month to have an employee engagement. Group performance is discussed here and suggestions are being asked by the manager on how to improve on delivering services. Any updates on what is happening in the store or any new developments are discussed during these meetings.

· Videos
	Videos are normally used for training and development purposes. It is an effective way to illustrate new methods and procedures. For example, on how to operate new coffee machines, videos are provided so that learning is easier. Thus, videos are effective way to learn new ideas or set of instructions.

· Break Time Coversation
	This is an informal way to gather information. However, most of the time it includes personal life but normally em[ployees employees voice out their true feeling during break time inside the canteen. The information is not always reliable and accurate so precaution is necessary.
[bookmark: _Toc7023517]Obstacles for Better Performance and its Solutions
	There are barriers for efficiency at Hounslow Coffee Shop that is worthy to be resolved to enhance performance of the team. By determining the root cause of the issue, solutions may be found to improve efficiency. The basic problems that need to be resolved at Hounslow Costa Coffee Shop are the following.

· Employees  are not motivated
	There are various reasons when there is lack of motivation on workers. It could be personal. However, most of the time the reason is the management do not consider the welfare of its workers. If the focus of the management is only targets of the company on sales and reduce the number of  labour-hpours up to the point that the workers are stressed out  or exhausted. As a result,  the team is dempotivated and it might cause large turnover and incosnsistency of performance. The manager should take note that workers are not machine and it should be treated in a humane way to bring out the best of them.

· Abseenteeism and Sick Call
	It is normal for workers to get sick at some point. However, it may be abuse by many workers even if they are still capable of working, they are going to call sick. On some instances, workers are going to call that they are sick, only to find out that they are going to a party.  Notorious and frequent absences have a negative impact on the business. One of the reasons for calling in sick is low morale of workers. Manager should find a way to boost the morale of the team and disciplinary actions should be taken after investigations that people are not sick when they made a sick call or frequent absences should be dealt properly. As a last resort, workers should be terminated if found guilty beyond reasonable doubt. 

· Lack of Respect Among Workers
	Manager should not be rude to its subordinates. A a golden ruke, treat everybody how you want to be treated. Managers must restraint himself on shoutiong employees in public. The dignity of each employee is important especially on 21st century. However, employees should give utmost respect also to the management. Thus, mutual respect is necessary for a smooth operation of the business. 

[bookmark: _Toc7023518]Theoretical Perspective on Management
	Management comprises of planning, organising, directing and controllingto attain objectives of the business organisation in  an effective manner. The operation the company includes manging its resources like mobey, machineries, materials and manpower. If it is mange properly, the daily operation is cost-effective by utilising the most appropriate way. The appropriate use of management theories is significant to management (Cole and Kelly, 2011). If it is evaluated and analysed correctly, most of the issues at Hounslow Costa Coffee shop can be resolved. Two theories are going to be discussed and critically analysed on its practical application.

[bookmark: _Toc7023519]Bureacratic Theory
	The management theory developed by Max Weber is widely known as bureaucratic theory. It gives emphasis on rules and regulations. Moreover, specific duties and responsibilities are given using Hierarchical structure of organisation with a long chain of command. The objective is clear, organised and task oriented.  Furthermore , there is always a record and guidelines on how to operatethe business even for hiring and promotion to avoid prejudice and favouritism. Nevertheless, there are some drawbacks such as workers are exhausted and stressed out to be treated as a robot or machines. Oftentimes, employees have a low morale because the management is interested only on their outpouts (Mulder, 2018). Hounslow Costa Coffee shop has a bureaucratic style of management due to its organisational structure. This may provide an organised operation with a clear objective. However, the morale of the team is low and there is a large turnover rate which is taking toll to the company in terms of performance and financial issues as well. 




[bookmark: _Toc7023520]Maslow’s Hierarchy of Needs Theory
	Psychologists Abraham Harold Maslow developed a theory that workers are motivated according to the level of needs. It is based on human need sto determine the intensity of motivation to achieve organisational goals (Cole and Kelly, 2011). It has five stages as shown in the figure below. The physiological needs are the basic necessities which include food, water, shelter,etc are going to be fulfilled first. After fulfilling this, it can go to higher level which is about security of employment, health and social stability. Usually, Hounslow Coffee Shop has achieved up to this level. However, if they want to motivate more their employees, they should go to levels 3 and 4 or if it is possible up to the highest level. Many are leaving and the performance has been affected because the level of motivation is up to the 2nd level only. If only the management can find a way to manage its employees to a higher level, there would be more teamwork, mjutual respect and more dedicated workers. 
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[bookmark: _Toc7023521]SWOT Analysis of Hounslow Costa Coffee Shop
	SWOT analysis is a tool to identify the strengths, weaknesses, opportunities and threats of company for strategic planning (Kotler and Armstrong, 2018).
· Strengths – Strategic location, Established name worldwide and offers  a wide range of qualitycoffee drinks and food products.
· Opportunities – household income increases, growing population
· Weaknesses – changes of strategy takes time, drinks are expensive
· Threats – presence of many competitors within the ares, dependent on UK economy

[bookmark: _Toc7023522]PESTLE Analysis
	PESTLE analysis is used to anayse the external factors that may affect positively or negatively the company. PESTLE stands for Political, Economic, Technological, Legal and Environmental factors.

Political Factors– the political stability and the uncertainty of BREXIT deal may affect the Coffee Shop
Economic Factors – the household income at Hounnslow is increasing and the unemployment rate is at its lowest level. It means that there is a great opportunity at Hounslow, London (Hounslow, 2019).

Social Factors – the company ensures a nice and cozy ambience for getting together of families and friends. For people on the go, many people are going to order coffee before working and after working because the Hounslow coffee shop is near on on Underground London Train stations and many bus stops. 

Technological Factors – From logistics up to serving coffee, technology plays an important role. Costa coffee shop is embracing technology to enhance customer experience. For example, automatic vending machines increase the overall revenues of the coffee shop. It minimises human error due to new coffee machines and giving more time for the baristas to design the coffee.With automatic grinding and cooled hoppers to keep coffee beans fresh, th e quality ofv the coffee is better. 

Legal Factors – All foods and drinks have a list ofv ingredients for allergen adviceand quantity ofv salt, sugar and cholesterol. Furthermore, employees should be aware of serving any products with liquor for minor. Failure to comply with these means severe damage to the company financially and its image as well.
Environmental Factors -  Costa coffee is committed to recycle 500 million cups by 2020. The company is changing the way of doing business for the environment. For example, if you bring your own cup, there is a discount for the purchase of coffee. Packaging are made up of less plastics which are hazardous to the environment (Smithers, 2019).

[bookmark: _Toc7023523]Recommendations
	 Bureaucratic management can be integrated with human relationship management to accomplish objective and at the same time boost the morale of the team. It is not all about meeting targets but how to sustain it for a long time. That can be possible if employees are satisfied in the workplace. Manager should treat employees with respect. Also, the management needs to refrain from shouting to employees in front of many people. People need to be trained to adapt to new technology. With regards on taking care of the planet, Costa Coffee needs to behave responsibly by enforcing strictly the program of the company with the help of its workers. 

[bookmark: _Toc7023524]Conclusion
	It is difficult to establish culture at Hounslow Costa Coffee shop because of high turnover rate. Management on this shop has a flaw on treating its employees poorly. The main focus is solely on meeting targets of the company in terms of revenues. Different communication channels are used like WhatsApp group, posting on bulletin board, regular meetings, videos and conversation during break time. Nevertheless, there are hindrances for effective communication  and better performance like demotivated employees, absenteeism and lack of respect amomg employees. Technology and changing behaviour of clients have changed the way on how daily operations are executed. The company should not rely only on bureaucratic management but it needs to integrate human relationship management for better performance and sustainability. 
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