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1. [bookmark: _Toc133272923]Introduction 

The purpose of the report is to identify the relationship between organisational structure, organisational culture and company performance within Costa Coffee. In addition, the report will also identify the ways how Costa Coffee motivates their employees.
In the first chapter, the report will present a short story about Costa Coffee, followed by the next chapter that will highlight the concepts of organisational structure, organisational culture and company performance. After analysing the relationship between structure-performance and culture-performance will conclude with the findings between these three concepts within Costa Coffee.  Afterwards, in the following chapter, will explain the concept of motivation and give an example of a famous theory, and highlight the way that Costa Coffee motivates their staff. At the end of the report, will provide a conclusion of the findings and provide a reference lsit. 
2. [bookmark: _Toc133272924]Company Introduction

Costa Coffee is a British company which was opened for the first time in 1971, on Fenchurch Street, London, by two brothers, Sergio and Bruno Costa. Their desire was to introduce to everybody’s day by day life a tasty coffee. In this sense, they have tested 112 types of coffee until they have found the best one that could be their signature blend, used even nowadays – Mocha Italia. Looking to expand and grow their business, in 1978, Costa brothers moved their roastery in South London, on Old Paradise Street, Lambeth, shop that remained opened until 2017. Due to the popularity that their coffee gained, Costa started to distribute their famous blend to the most esteemed places in London, such as The Ritz. Following the huge success with the roastery, Sergio and Bruno decided to open their first coffee shop, in 1981, on Vauxhall Bridge Road. The Costa Coffee shop was the first coffee shop in London that was serving espresso and cappuccino in porcelain cups and customers could have the best coffee experience. After the grand success with the coffee shop from Vauxhall Bridge, Costa brothers started to open various shops in the most prestigious locations across London (Costa, 2023).
In 1995, the brothers decided to sell their business, so Costa Coffee became part of the Whitbread Group and later, in 2019, was bought by Coca-Cola (The Commons, 2022). 
In the present, Costa Coffee has a roastery in Essex, opened in 2017, which measures over 30 tennis courts, a chain of over 3800 coffee shops in 32 countries and is been voted for the 13th consecutive year as the UK’s favourite coffee shop (Costa, 2023).  Furthermore, nowadays, Costa Coffee is one of the worldwide leaders on the coffee shops industry, having as main competitor Starbucks. In terms of remaining competitive on the market, Coca-Cola invested in the new technology, such as the “Costa Coffee Smart Café” and installing automatic machines and Barista Bots (The Commons, 2022). Since the acquisition of Costa Coffee, Coca-Cola’s revenue dropped, but from the second quarter of 2022, there has been an increase of 12%, equivalent to $11.3 billions, continuing the global expansion (WorldCoffeePortal, 2022). Furthermore, Costa Coffee distinguishes by serving coffee in reusable cups and by the coffee cans that have been launched in 2020. Costa Coffee’s values are passion, accountability, determination, respect and sincerity, while the mission is: “To save the world from mediocre coffee” (VisionaryBusinessPerson, 2023). As strategy, Costa’s focus is on environment and people, such as delivering the historical coffee to each customer, using “Mocha Italia” blend, launching a chatty café scheme, loyalty scheme, encouraging nutrition and wellbeing by reducing the sugar by 25% and giving different healthier options. Also, Costa is part of the British Nutrition Foundation, Drink Alliance and Out of Home Food.  In addition, Costa took  part into “keep Britain tidy”, created Costa Foundation that provides education and employment for the communities that grow coffee, collaborates with Rainforest Alliance for a fair and sustainable business, recycles cups, introduced a refill scheme, found alternatives to plastic, but also is using renewable energy sources (Lucidity, 2023).

3. [bookmark: _Toc133272925]Organisational structure, culture and performance

3.1. [bookmark: _Toc133272926]Relationship between organisational structure and performance

According to Mullins (2019), an organisational structure represents a formal system of tasks, roles and responsibilities inside an organisation, which controls the way employees would work and use available resources to reach the company’s goal. Also, he agrees that there are various types of organisational structure, such as divisional, functional, network and matrix, and the visual description of these structures are called organisational chart. An organisational structure has advantages and disadvantages the same time, that’s why is very important to choose the right structure within the organisation because it will control the coordination and motivation within the team. In addition, it influences the behaviour of employees. Furthermore, Mullins (2019) also highlights that is very important to choose the correct organisational structure that works around the goals and resources of the company. 

The organisational performance in Mullins’s (2019) opinion refers to the part where the organisation reaches goals and objectives set inside of the organisation. Moreover, Mullins (2019) sustains that the performance of an organisation can be measured in many ways, such as financial, employee engagement and customer satisfaction. Also, he considers that the organisational performance is determined by the design of the organisational structure because it monitors the activities of the organisation. In addition, Mullins (2019) notes that the organisational structure can help in the process of decision-making and resource utilisation, manages costs, increases the motivation and morale within the workplace and prevents the conflicts and lack of co-ordination. 

	Costa Coffee has a hierarchical organisational structure, which divides the roles and responsibilities in a clear way. As it exemplified in the chart below, at the top of the hierarchy is the Costa Coffee CEO, who has in the suborder the executive team, followed by the senior executives (OrgChart, 2023). 
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(OrgChart, 2023)


Following the executive department, there are different teams, such as marketing, finance, human resources and operations that is managed by a director who’s responsibility is to make sure they follow the company’s strategy. Each department is divided in different positions of management, such as supervisors and store managers who are delegated to complete specific tasks and functions. The managers in this departments have the responsibility to coordinate their teams to ensure that they achieve the performance targets and meet the company’s goals. In addition, this type of structure creates a clear line of authority and the decision-making process is centralised, helping with the process of implementing strategies, new challenges, changes and have a quick and positive attitude towards them  (Dalton & Frahm, 2013).
	According to the type of organisational structure of Costa Coffee, can conclude that the performance of the company is influenced by it. Costa Coffee has a very well-defined structure that helps to improve efficiency, communication and coordination within the company between the departments and teams. These factors help the company to achieve goals and improve performance. 

3.2. [bookmark: _Toc133272927] Relationship between organisational culture and performance 

Mullins (2019) concept about organisational culture refers to the idea of the sharing the values, principles, attitudes, beliefs, traditions and ways of doing things. These factors influence the behaviour of the organisational members and differentiates the organisations. In addition, Mullins (2019) believes that the culture is shared through socialising programs, like inductions, training, and can be implemented by the reward schemes. Furthermore, he adds that the culture is impacting the motivation and job satisfaction of employees, but also the whole performance of the organisation. Moreover, Mullins (2019) recommends to the managers to promote the culture within the organisation to create a supportive and positive work environment, which increases the collaboration, creativity and innovation, and influences the work ethics.
Thee organisational culture has an impact of the behaviour and the performance of the employees and can offer them the courage to develop their skills and offer them motivation. Also, it can make them feel as they belong in that place and be more opened and creative (Hofstede, 1991). The culture of a company can be influenced by some factors that can include the mission and the values of a company, the type of leadership, the communication channels and the scheme for reward and recognition. The employees have shaped their purpose within the company by the mission and values of the organisation and it can direct them to embrace the organisation culture. The leadership style has also a big impact in implementing the culture of the company within the teams and the type of communication can influence the way how the information about it is transmitted to the employees (Kottler & Heskett, 1992). In addition, is important to mention that the open and effective communication inspires trust and transparency which fosters a positive culture within the organisation, while the recognition scheme can motivate and develop desired behaviours (Kottler & Heskett, 1992).
Costa Coffee’s organisational culture is defined by the values of the company, such as passion, accountability, determination, respect and sincerity. These values are impacting its performance which increases the loyalty of the customers (Costa, 2023). The passion is  shown within the quality of their products and services provided to the customers and this can distinguish them from the competitors and increase the return of the customers, that would choose the top quality. To be accountable, Costa Coffee has to be innovative and in this sense, they always provide new technology, products and services. In addition, Costa’s culture encourages their staff to be creative, which is bringing the new ideas within the company and is increasing the motivation within the teams. Determination is proved by the importance that the company offers to their employees and the programmes of training and development, which can encourage them to progress in their career and improve their skills, leading to the job satisfaction and high morale in the departments. The respect and sincerity is highlighted within the customer service provided to their customers. The culture fosters a positive attitude and creating the best experience for their customers, which increases the return and loyalty, and automatically the performance of the company (Denison, D. R., 1990). 
To conclude this arguments, Costa Coffee’s performance is influenced by its culture and values. Being people and customer centred, can influence the performance as the staff turnover will be lower and the customer loyalty will increase.  

	
[bookmark: _Toc133272928]3.3 Conclusion 
	The relationship between the organisational structure, culture and performance has been shown in this chapter and is been highlighted the importance of the factors that should be taking into account within the organisation. Costa Coffee has a hierarchical structure which provides a good delimitation between the departments and has a clear line in terms of responsibilities and authority. This influences the performance as everything can be managed easily and the collaboration is effective. In addition, the culture of Costa Coffee is cantered around their employees and customers which creates a good work environment and high job satisfaction, but also business return and loyalty from their customers, that can differentiate them from the competitors. 

4. [bookmark: _Toc133272929]Employee motivation

According to Mullins (2019) the motivation concept represents the reason behind employees’ behaviour and their actions. 
On the other hand, Robbins and Coulter (2020) explain this concept as a process that direct and encourages an individual for achieving a certain goal. 
	In addition, Mullins (2019) explains that the motivation is in strong relationship with the performance and culture. 
There have been developed numerous theories about motivation that can explain how this affects the performance at work and what factors should be considered to be able to increase the motivation within the workplace. One of these famous theories is Maslow’s Hierarchy of Needs that explains how human needs can be hierarchised, such as physiological needs, that include shelter and food, and are situated at the bottom, while at the top of the pyramid are situated the self-actualisation needs. Maslow’s Theory explains how people are motivated to reach their satisfaction at every level, but the same time they will not find the motivation to reach higher, until they aim to the bottom ones (Maslow, 1943).
Costa Coffee motivates their employees through theyir training and development programmes, with the recognition and rewards schemes and creating a positive work environment. The company focuses on their employees and is investing into their development and actively seeking for their feedback. This type of approach can motivate their employees and make them feel valued and motivating them to gain new skills and engage them to be more committed to gain the company’s goal of developing the performance (Costa, 2023). 

5. [bookmark: _Toc133272930]Conclusion 

In conclusion, this report provided a sort story up to date about Costa Coffee, highlighted the concept of organisational structure, organisational culture and the relationship of these two in regards to the performance of an organisation, while applied the information on the company chosen, Costa Coffee. Moreover, the report explained the concept of motivation and explained one of the famous stories, Maslow’s theory, and identified who Costa Coffee motivates their employees. 
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