


Executive Summary
This study analysed Costa Coffee Management Style referring to the case that happened in 2019 regarding how Costa Coffee treated their employees and staff. Key chapters were discussed including role of manager, challenges to manager, management theory, management styles, and mainstream vs critical. Study found that Costa Coffee were treating their employees in an unfairness that they could not even challenge the authority of the management, resulting resignations and complaints filed against Costa Coffee. The management style was found, and it has been concluded that the management style Costa Coffee Management utilized is the Autocratic Management, which is a management style whose absolute power is in the hands of the management and no staff nor employees can challenge the decisions and what the management had said or implemented within the organisation. This resulting in many unsatisfied workers and thus creating unproductive work environment leading up to resignation. Costa was concluded that they are completely unethical since they disregard anything that their employee would say and anyone that tries to challenge their decisions would simply be ignored, resulting in an unfavourable outcome for Costa Coffee. To counter this, it has been suggested that Costa Coffee should implement other style of management, such as bureaucratic style. Since this style will bring positive changes to the organisation, and in turn will enhance Costa Coffee’s ethical actions and decisions in the foreseeable future.
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[bookmark: _Toc119100025]Introduction
This purpose of the study is to find solutions for the company’s managerial issues such as overwork, did not get compensated enough, respected, etc. the main keys that will be discussed within the report are management theory, management style, and mainstream v critical, which later will be discussed more in-depth with subheadings and more details in each main keys respectively.
Costa Coffee employees filed complaints against Costa Coffee of not treating them like human beings and was treated unfair by the management, which the articles were written (Yusuf, 2019) with both titled “Costa Coffee franchise workers ‘not treated like humans’ and “Costa Coffee: Employees call £200 deductions for training ‘unfair’” with both published at 2019 by BBC respectively.


[bookmark: _Toc119100026]Main Findings
[bookmark: _Toc119100027]Role of the Manager
Henri Fayol identified 5 functions of management, which he labelled: planning, organizing, commanding, coordinating, and controlling. Henri Fayol theorized that these functions were universal, and that every manager performed these functions in their daily work (Kalpesh Arvind Shah, 2017). However, Mintzberg has his own idea of roles of manager. The roles of managers that Mintzberg has in mind are as follows: figurehead, leader, liaison, monitor, disseminator, spokesperson, entrepreneur, disturbance handler, resource allocator, negotiator. And then they are grouped within three categories, which are interpersonal management roles, informational management roles, and decisional management roles (the Mind Tools Content Team By the Mind Tools Content Team et al., 2022). 
Fayol focuses much more on fundamentals of management and makes it appear as simple as possible. Mintzberg, on the other hand, bases his argument on the fact that managers must deal with the demanding pace of their work.
In essence, a competent manager understands when to perform each function independently or in combination with others in order to be successful. The job of a manager can be characterised as a variety of duties or deliberate sets of actions related to his position. Additionally, a manager's position has changed, necessitating a fresh set of abilities to enable staff to accomplish both individual and organisational goals. Managers must put an emphasis on involvement, relationships, and goals. To do this, a manager must take on a stronger leadership position, motivating others and imparting the knowledge they need to collaborate, support, and learn from one another (Consulting, 2022).
Costa Coffee employees in 2019 has complained and alleged that their manager is refusing to pay for the annual leave and or sickness, retention of tips, and even working overtime outside of their own agreed hours. The role of a manager as Mintzberg said is as a resource allocator, and in this case, the costa manager did not execute their role that they are supposed to do. And its latest allegations have emerged after BBC reported that the workers at Costa stores, more specifically, managed by Kafeel Khan’s Goldex Essex Investments Ltd, were indeed being charged at an at least minimum of two hundred great British pounds for their very own training (Yusuf, 2019). This raise questions regarding the role of the manager and its challenges towards the business and the company.
[bookmark: _Toc119100028]Challenges to Management
One of the challenges that managers tend to encounter is communication. As a manager, there may occasionally be a feeling of separation from the other members of the team. One of the main difficulties managers face as a result is overcoming the divide with timely and efficient communication. As they play a significant role in the success of their team, great managers need to have superior speaking and listening abilities. One of the leading sources of stress for UK workers in 2020 is "a lack of interdepartmental communications." As a result, when a manager doesn't communicate effectively with their colleagues about business issues or individual accomplishments, it could not only harm the manager-employee connection but also significantly increase the stress that staff experience at work (Perkbox, 2021).
Pressure to perform greatly as a manager can also contribute to the challenge that the manager has to overcome. Many new and inexperience managers are often than not to feel pressure to perform, since it is a human nature for wanting to demonstrate the value of each of their own for the organisation and the team it is a highly difficult challenge that one can encountered (Team, 2022).
Another is recruiting the right talent for the company, since the process of hiring has never been simple. 45% of businesses say it's hard to locate employees with the appropriate abilities. The task ahead of today's hiring managers is not an easy one. After all, they have to deal with the pandemic's effects on trends and adjust to them. Consider remote working opportunities, virtual hiring, and employee welfare (Rodriguez, 2022).
[bookmark: _Toc119100029]Management Theory
Management theories are ideas that accompany suggested management tactics, which may include implementable tools like frameworks and guidelines in contemporary businesses. Professionals typically introduce a number of elements from many management theories that best match their workforce and corporate culture rather than relying entirely on one management philosophy. (CFI Team, 2022)
[bookmark: _Toc119100030]Classical Approach
Profit is prioritised according to conventional management theory, which also holds that people are driven by their own interests. It tries to boost productivity and streamline processes. Expertise, motivation, and hierarchical system are key ideas. The very first two factors influence a worker's productivity and motivation. A meritocratic line of authority maintains order, and centralised leadership makes decision-making easier. Standardization lowers inefficiency and mistake at every stage (VILLANOVA UNIVERSITY, 2022).
[bookmark: _Toc119100031]Human Relations Approach
The demands of the person and the actions that arise for both people and groups are the main topics of the human relations theory. In order to manage people, an interpersonal strategy is required. It implies that both official and informal components make up the organisation. The structure of an organisation consists of its formal components. The relationships between people are among the informal features of the organisation. The group is a particular kind of social system in this sense. To foster individual job satisfaction and the subsequent motivation of the individual, this system should be handled (Gordon, 2022).
[bookmark: _Toc119100032]Systems Approach
An alternate method for organising and managing organisations is systems management. The systems management theory postulates that organisations, like the human body, are made up of several parts that interact harmoniously to enable the overall system to perform at its best. The theory holds that synergy, interconnectedness, and relationships between different subsystems are crucial factors in determining an organization's performance (CFI Team, 2022).
[bookmark: _Toc119100033]Contingency Approach
Building on established concepts from system theory, contingency theory. It acknowledged that an organisation is an accessible system composed of connected parts. Nevertheless, it also states that both external and internal factors affect how each sub-unit behaves. These could be the interaction between two different sub-units or outside systems. This is especially true whenever these external or internal units or systems have an impact on a sub-desired unit's result (Gordon, 2022).
[bookmark: _Toc119100034]Management Styles
[bookmark: _Toc119100035]Autocratic Management
As the case with Costa Coffee, it can be observed that the management style that they implemented is an autocratic management style. A leadership style known as autocratic leadership, often referred to as authoritarian leadership, is defined by individual ’s control over all choices and little participation from the group. Autocratic leaders infrequently take advice from their followers and frequently make decisions based on their judgments and viewpoints. Complete, authoritarian command over a group is a hallmark of autocratic leadership (Cherry, 2022). Another source says that they spoke to 13 people both former and current staff at Costa Coffee in Essex which they claimed to also have been subjected with plenty deductions such as running costs and till discrepancies (Yusuf, 2019).
[bookmark: _Toc119100036]How It Was Utilized
The Costa Coffee in this case is a franchise and as Costa stated that the franchise stores are all being manage by the partners, in which how Costa implemented the Autocratic Management style by saying that “Deductions are circumstantial and reviewed on a case-by-case basis by the partner” the term ‘partner’ here can be seen as their manager (Yusuf, 2019). One of the employees in that particular Costa store earns less than two hundred great British pounds a week, and the said employee was informed by the manager that the deduction that will happened to the employee for the training would be almost the same cost of a week pay, which is expected to be less than two hundred great British pounds (Yusuf, 2019). Not only that, but they were also deducting any staff who shows up late to work, which the deduction will go up as they go until an hour (Yusuf, 2019). With the above statements and information, we can see that the Autocratic Management Style is in play with not a single employee has a say in this regard about deductions and charges that were made against them. The Costa manager was not ethical at all since Autocratic Management Style does not justify making a persons life miserable by deducting their hard earn money and charge them extra costs without any reason whatsoever by common sense.
[bookmark: _Toc119100037]Benefit & Challenges Utilizing the Autocratic Management Theory for Costa Coffee
Benefits
One of the benefits of using the Autocratic Style is that the decisions can be executed and decided very briefly. With this leadership approach, you can make choices without consulting your team or other organisational units. “Your say goes” (Wilson, 2022). And another is clear leadership within the organisation. A definite command structure is one of the main traits of authoritarian leadership. Directions from managers are supposed to be followed by subordinates, while managers are expected to follow orders from their bosses. Each employee in the company is aware of not just who employees report to but also who their supervisor reports to when there is a clear organisational hierarchy in place. This practically eliminates the possibility of misunderstandings and missed communications (Kramer, 2020).
Challenges
There are also challenges by implementing Autocratic Style within the organisation. One of which is that the creativity can be held back. It is easy to understand how people can feel restricted in the office when you pair exclusion from the judgement process with stringent demands on what task must be done - as well as how. A dramatic jump to a style of leadership that inhibits this can be suffocating in roles and industries where there is a conventional expectation that you should be allowed to think freely and come up with their own answers for how work is to be done (Wilson, 2022). And another thing is that there would be no flexibility within the organisations. Lack of flexibility at work is a fundamental disadvantage of working for an autocratic leader. Workers may become upset that they cannot function in ways that fit them since the leader's perspective is the only one that counts in terms of its strategic planning and judgement call. Micromanagers are a common term used to describe dictatorial executives. Employees that are driven and innovative may leave workplaces with authoritarian leaders due to the lack of flexibility which was the case for (Kramer, 2020).
[bookmark: _Toc119100038]Mainstream VS Critical Theories
[bookmark: _Toc119100039]Mainstream Theory
[bookmark: _Hlk119099225]In an accounting-dominated atmosphere, the mainstream management control theory known as classical theory was born and developed. Financial viewpoints continue to predominate, with only a few non-accounting alternatives to the concept. As a consequence, the development of management control theory has been uneven (Hewege, 2012).
(Hewege, 2012) argued that the idea of responsibility centres being independent was invalid since there is actually a great deal of interaction among distinct departments. This objection may be seen as a significant flaw in the classical theory since it calls into question a major tenet of Anthony's work, the responsibility centre control.
[bookmark: _Toc119100040]Critical Theory
This is where Critical Management Studies (CMS) in the organisational domain could be of assistance. They were born in the UK and are now beginning to make it in the management industry, which is rife with gurus and quick fixes. Further precisely, CMS are a network of studies made up of numerous theoretical strands that aim to provide a more genuine and critical perspective on management and organisations (Pérez, 2015).
The primary discussion points now focus on how Marxism relates to more traditional forms of the theory, the essence and goals of CMS criticism, as well as issues of inclusion and exclusion, the potential for social change within business schools, and the creation of innovative globalisation models. Beyond the business school, there is a fair amount of broader discontent with market managerial modes of organisation, from anti-corporate demonstrations to mainstream media portrayals of managers. The goal of CMS is to give voice to different perspectives well within business school and to offer alternative ways of thinking about organisational theory and practise (Critical management studies, 2020).

[bookmark: _Toc119100041]Conclusion
This paper has found from the investigation that Costa Coffee alleged of treating their employees unfair and did not treat their staff like human beings was in fact true. The management style and theories were discussed and concluded that Costa Coffee utilized Autocratic Management Style because their management did not want to listen to their employees and imposed strict rules that the staff could not defy nor challenge at the expense of their wage being deducted. This resulted with the complaints that emerge and was directed towards the Costa Coffee management from their very own employees. We concluded that by using Autocratic Management Style, Costa Coffee has mistreated their employees and could not satisfy their own staff satisfaction and fairness, resulting resignation and complaints from the employees of Costa Coffee themselves. This shows that Costa Coffee management was in fact unethical since they are disregarding any form of opinions, suggestions, and criticism that a normal human being would have a right to do so, but instead, they ignored them and continue their business daily as if nothing wrong.

[bookmark: _Toc119100042]Recommendation
Costa coffee should implement or utilized other management style in order to counter this kind of event in the foreseeable future. The management style that they can use and execute could be bureaucratic style management. The bureaucratic style management is a leadership style which favours the stiff structure to execute efficient systems that has been implemented and its calculability. This kind of management style would let the organisation run like an automated machinery since all of the staff within the organisation knows what their roles are and to whom that they should report within the hierarchy. This would benefit Costa a lot since this will allow their employees to understand their role in much further detail and thus creating an efficient performance for the organisation.
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