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Executive summary
The requirement is to analyse in a given scenario the effects that managerial behaviour can have upon the behaviour of individuals within organisations. 
In the report has been chosen to talk about a coffee company in hospitality and in this scenario the report is going to analyse the effects, adding also some comparisons with other companies.
Factors influencing human behaviour
There are some factors that influence human behaviours. These are the individual, the group, the organisation and the environment (Mullins 2016).
Individual’s behaviour has an impact in every occasion, if the behaviours are positives the performance and productivity will be good, otherwise it could negatively have impact and cause conflict, and misbehaviour. Group and team can have impact on the individual performance in the workplace, through pressure and group exert. Organisation, which is a structure where the individuals and groups interact between each other’s. Leadership, technology and management patterns have an impact on the performances. Regarding the environment, is also another aspect impacting the human behaviour through law, technologies, globalisation, political. The organizations need always to adapt at these changes.


[bookmark: _Toc38319604]About the company
The company chosen in “Cafe Nero”.
Cafe Nero is an Italian style coffee house brand based in London, England.
The company was founded in 1997 by Gerry Ford. At the moment the company runs more than 1000 coffee houses in 11 countries. In 2009 the company bought its own coffee roaster.
Strategy of the company:
-Reward scheme for customers: (loyalty card)
-waste and recycling initiatives like the London First Mile scheme which collects coffee grounds and convert it in bio-fuel.

[bookmark: _Toc38319605]Culture 
Before to analyse the effects of managerial behaviour on individuals is necessary introduce the concept of culture.
What is culture within organization?
Organizational culture includes an organization’s expectations, experiences, philosophy and also the values that guide member behaviour. Is based on shared attitudes, beliefs, customs, and rules. (Business Dictionary)
Culture includes as well the organization’s vision, values systems, norms, symbols, language, assumptions beliefs and habits. (Needle, 2014)
Organizational culture can also affects the way people and groups interact with everyone (clients, each other, stakeholders. Also can influence how much employees identify with their organization. (Schrodt, 2002)
What about the leaders?
Business leaders are extremely important for the communication and creation of the workplace culture. The relationship between leadership and culture is two-way, leaders are the architects of culture and culture influences what kind of leadership is possible (Schein, 2010).Their role is to maintaining or evolving an organisation’s culture. An established culture shows how people need to behave, and this can help employees to achieve their goals. This, ensures higher job satisfaction when an employee feels a leader is helping him to achieve a goal (Tsai, 2011).
Hence, leadership, organizational culture and job satisfaction are all linked.
Is possible have different organisational cultures: below an example between the company chosen “Cafe Nero” and another company “Starbucks coffee”. Starbucks is an American coffee company headquarter in Seattle Washington.
In Cafe Nero are not encouraged creative decision, risk or change, staff need to follow rules without margin of fail and managers are just focus on the productivity and they don’t care about the employees’ turnover. Seniority is the first factor in the determination of pay raises and promotions. The employees are seen like machines and not like resources.
To prove this, the report will shows some evidences of employees: 
Worst place to work
Shift Manager Worked there for almost a year and it was a waste of time. It was very dirty, I was afraid to bring home roaches. Flies were always in the food and when speaking to management about these issues, they did not care. They also pay way too little to ask for that much. Not worth it at all.

Do not recommend this company
Assistant Manager This job is poorly paid for the amount of responsibility. There is no team environment everything is treated like a competition you are never going to win.

 All the highlighted sentences show a poor management behaviour affecting the behaviour of the individuals.
Differently is Starbucks where Management is concentred in treating his people right, company is proud of its reputation. Job activities are based on the work team and employees are encouraged to interact with people of every authority level. Employees talk positive about competition.

· Valuing employees and contribution: employees are like partners for the company. Company take care of the employees. Example: they offer stock options and health insurance to every employees in the US. And also, where there was the global financial crisis, when other companies were cutting employees, Starbucks was investing in staff training. The employees are seen like resources and not like machines.
· Close bonds between employees: they believe in relationship-driven approach to the business and they encourages bonds among employees. This contributes at the formation of relaxing environment in the store, indeed is considered like “third place” for the customers away from work and home, where they can spend relaxing time.

These two example are reported, not just for the managerial behaviour, but also for understand the influence that the culture can have within the organization. However as the report already talked about, culture can influence leadership and in turn leadership can influence culture. 
What is leadership?
Before to talk about a correct and useful management behaviour it is mandatory explain the difference between leadership and management: the principle difference is that managers have people working for them, while leaders have people following them.
A business owner needs to be a strong leader and also a manger. Managing is about administering and making sure that the things should be done every day will be done. Leadership, instead is about help people to understand a vision and work along the goals.
Leader is also a manager and manager not always is a leader, but for be a good manager and influence correctly an individual behaviour a manager should be also a leader.

[bookmark: _Toc38319606]Behavioural management theory
This theory is called human relation movement because face up the human part of the work. Theorists think that a better understanding of human behaviour can improve productivity, like motivation, expectation, group dynamics etc.
These theorists view the employees like resources, not like machine. (Example: Cafe Nero VS Starbucks).
There was a study, a series of experiments called “Hawthorne studies”, these experiments consisted of two studies conducted in Chicago.
The first one was conducted by engineers trying to find a relationship of lighting levels with the productivity. They discovered that productivity was increasing with the light decreasing.
In another experiment two researches supervised a group of 5 women in a wiring room, giving them privileges, like enjoy free lunches or variations in workdays. This showed an increasing of the productivity.
The researchers understand that the increase in productivity was for the supervisory arrangement and not for the changes in lighting. The experimenters are the primary supervisors of the employees, so their interest for the employees go to influence the motivation and resulting productivity. 
This is going to define “Hawthorne effect” that describes the attention that researches are giving to the subjects of the studies and the impact that the attention has on the studying.
The conclusion was that human relations and social needs are important for business management.
The psychologist Abram Maslow, developed a theory based on human needs based on 3 assumptions:
· Human needs are never satisfied
· Human behaviour is motivated by the need of satisfaction.
· Needs can be classified according to a hierarchical structure of importance, from the lowest to highest.
The needs are:
· Physiological needs: in this category there are basic needs like food and drink. After the needs are satisfied, they are not a motivator anymore.
· Safety needs: security, protection and stability.
· Belonging needs: after safety needs they are primary motivators.
· Esteem needs: self-confidence, status, fame and reputation.
· Self-actualization needs
The Maslow needs is going to help managers to understand employees motivations.
One researcher was influenced by these studies, he was believing that there are two kinds of managers: one has a negative point of view of the employees, he thinks that they are lazy and incapable of responsibility. The other kind of manager thinks that employees are responsible and not lazy and also high levels of motivation.
So, this researcher was believing that both kind of managers can create self-fulfilling prophecies and that through their behaviour they can create situations where the employees act in different ways that can confirm the expectations.
These group of theorists understood that people work not for material rewards but for inner satisfaction.
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Basically when employees don’t feel motivated or valued it reflects on their job. If they don’t respect the manager, this is going to impact negatively on the job and consequently decline in productivity and no good work environment. The role of the manager is to help employees understand the company vision, help them with motivation and tools. For do that the mangers need to exercise proper management skills, they need to be aware of their employee’s needs and treating everyone fairly.
Thinking about the company that the report took like example it is possible say that in Cafe Nero the managerial behaviour in the organisation influence a lot the individual.
Example: if an employee report to a manager that the shop is dirty, flies are in the food, etc. managers need to listen, to communicate, to control and to understand. Can also be possible that the employee is overreacting or exaggerating but the duty of the manager is to listen and communicate.
Below some recommendation for managers:
Rules and procedures:
· Creating rules and explain them in positively way and justify them
· Discuss rules with the team
· Review regularly the rules together
· Encourage team working
Relationship between manager and employee:
· Balance between a dominant and cooperative style. This can be achieved just through a leadership (that’s why a manager should be also a leader)with a vision full of positivism and way to learning and good behaviour.
For reach this balance managers should do:
· Be authoritative with speech and  body language
· No getting angry or shouting
· Eye contact before, during and after  ( this expresses dominance
· Ask questions (how they are feeling) 
Cooperation and collaboration:
· Built team group
· Being a good role model 
· Reinforce with them learning goals and expectations of the job place
· Give them responsibilities
· Have high expectations and let them know that
· Collaborate and solve problem together

Proactive approach:
· reinforce of good behaviour
· remind them to follow the rules
· mild punishment: consistency of the punishment (no hostile, no aggressive but confident and unemotional)

[bookmark: _Toc38319608]

Conclusion
Hence, all these kind of recommendation need to be used in every company, especially in companies like “Cafe Nero”. They need to work on organizational behaviour and consequently managerial behaviour.
How can they work on managerial behaviour?
[bookmark: _GoBack]They can start to work from training and investments on training. Managers should be first trained before to start to work and usually in Cafe Nero they are not trained well. However be trained about managerial behaviour is very difficult, because managerial behaviour is more about soft skills, they are born for that! Many managers don’t have soft skills, and they need to study and be trained and is going to be so difficult and almost impossible.They need to follow the recommendation and to be democratic, this is going to do the difference within the organization. They need to be supportive with employees, give them the right example, punish them where they need it and help them when they need it.
They need to give them space for be creative and learn technologies, share ideas with them and include them in the projects in order to achieve goals. Listening and communication are the key for the success for everyone: organizations, managers and individuals.
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