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INTRODUCTION
	Business analysis is very important for companies to analyse the latest changes taking place within the business environment and adapting to those changes, in order for the company to grow and develop. The present report is about Starbucks which is an American coffee house founded in 1971 by Zev Siegl, Gordon Bowker and Jerry Baldwin. The present report will deal with the sector, mission, vision and size of the company. Further it will outline the consumers and what are their expectations about the company. Tools like SWOT and PESTLE analysis of the company will be discussed as well as the role of employees will be highlighted and how do they support the accomplishment of the corporate goals. Another important part of the report is the importance of the assistant manager’s role and the different skills, knowledge, trainings and development needed in order to perform successfully that role.

Sector, size, structure, mission, vision and goals.
The company Starbucks operates in the retail coffee store and snacks industry. This is an industry which deals with the production of coffee and the related products and services which are satisfying the needs of the consumers. Starbucks is one of the companies within this industry (Atzori, Shapoval and Murphy, 2018). The structure used by the company is the matrix organizational structure. This structure is a hybrid mixture of various types of features coming from the basic organizational structure. 
The mission of Starbucks is ‘to inspire and nurture the human spirit that is one person, one cup and one neighbourhood all at one time’. The vision on the other hand is ‘to establish the company as premier purveyor dealing with the finest coffee in the world along with maintaining the uncompromising principles while the company is growing (Starbucks Coffee’s mission statement & vision statement, 2019).
Customers and what they expect
The customers are the individuals who are consuming the goods and services produced by Starbucks. They are the main target groups of the company and they are recognized as the important stakeholders; therefore, it is necessary for Starbucks to satisfy their needs. The main target groups of consumers for Starbucks are the customers with high - income and the urban consumers who will buy a product from the coffee shop on their way to work for example.  
The consumers are expecting form the company to provide quality service to the customers (Sari and Hunar, 2018). The main reason is because the company is charging high price for the goods and services it is providing and if the consumers does not get the equivalent in return then they will not be satisfied.

SWOT and PESTLE
SWOT - this is a tool which is helping the company in analysing its internal and external strengths and weaknesses. 
	Elements
	Description

	Strengths
	· The major strength is that the company has a strong market position and is one of the global market leaders which is offering its goods and services in more than 60 countries.
· Another strength is that this company provides product and services of superior quality which helps the company in maintaining a loyal consumer base.

	Weaknesses
	· The major weakness is that the products of Starbucks are expensive, and in this way only limited amount of people can consume them. 
· Another weakness is that the company’s dependence from the US market. The company generates its highest revenue from the American market and this makes Starbucks very sensitive about the growth of both- the company as well as the country (Phadermrod, Crowder and Wills, 2019).

	Opportunities
	· The major opportunity for the company is to expand in the emerging new markets. 
· Another opportunity is the adoption of the technological advantages taking place in the global business environment. 

	Threat
	· The major thereat for Starbucks is the increase in the competition as now many new companies have entered the market.
· Another threat is the continuous changing taste and preferences of the consumers (Yue and Peng, 2018).



PESTLE analysis - this is a tool which helps the company in analysing the changes in the external environment taking place and the impact of those changes on the business.
	Elements
	Description

	Political
	This includes changes in the political and governmental sector of a country. For example, if there is an increase of the governmental support for infrastructure projects it could be beneficial for the companies to operate their coffee shops more efficiently.

	Economic 
	It includes changes affecting the economic condition of the company. The present economic condition is excellent and it consists of high growth which is beneficial for  Starbucks.

	Social
	It includes the behaviour and attitude of the consumers of a certain country. The present trend of the consumers behaviour is the increase of health consciousness which is an opportunity for Starbucks as it can develop products related to these trends.

	Technological 
	It includes changes which are taking place within the technological sector and their impact on the business. The present trend is related with the rise of the mobile purchases and the increasing availability of speciality coffee machines to which Starbucks needs to adapt.

	Legal 
	These factors include the different laws and legal requirements applicable to the business. It includes the major laws like Product safety regulations, Employment regulations, GMO regulation outside US and many others.

	Environmental
	These factors include changes taking place within the environment. There is an increasing consumers trend towards the protection and safeguarding of the environment which the companies have to follow (Christodoulou and Cullinane, 2019). Therefore, Starbucks needs to follow all the business sustainability trends and support the environmentally friendly products and services.



The role of the employees and how they help for achieving the company’s goals
The employees are the individuals who are being recruited by the company in order to perform a specific work with the motive of accomplishing the business goals and objectives. The employees are the individuals who are hired on the basis of their qualification and the requirement of the business. The recruitment process is very important because if the employee does not have the qualification which is required to perform a particular task then the employee will not be able to perform that job efficiently and successfully. It is very important for the company to recruit its employees in accordance with their needs so that the employees who are selected are capable of performing certain job with high efficiency and productivity. 
The employees are helping the company in achieving the goals and objectives of the business because they are the ones who are actually performing the different tasks in running the company successfully. For example, if the employees of Starbucks are not efficient enough then the products and services of the company will not be good enough and the company will lose customers. This could be considered as impossibility to achieve the goals and objectives of the company. On the other hand, if the employees are efficient enough then the performance of the company will be much better, and Starbucks will attract more and more customers and in this way the company will achieve its objectives and goals.
Training and development and its importance
	Trainings and development involve the effectiveness of a firm, individual and a team to improve and achieve high business results. Trainings involve the development of individuals so that they can achieve the goals and objectives set by the company (Bournois, Chauchat and Roussillon, 2017). Development is a process which can be defined as achieving progress and improvement of individuals that can help those individuals to achieve their personal goals. Both training and development are important because of the following reasons:
· Improvement in the performance of an employee: it could be achieved by completing certain trainings, which can provide a greater understanding of their roles and responsibilities and as a result, it could lead to an increase in their self-confidence. 
· Address weaknesses: the majority of employees can identify their weaknesses and in order to improve them, they start attending training sessions. The right development program can bring to an increase in the knowledge of the employees and improve their performance and skills. 
· Improve employee satisfaction: through trainings, a company can realize that its employees are valuable and as a result, it could create supportive working environment that could lead to satisfaction of the employees.
· Increase productivity: through trainings, the HR of Starbucks is aiming to increase the performance of the employees in order to achieve the company’s goals and objectives (Larsen, 2017). As a result, through trainings, employees can develop new strategies and create innovative products that could help the company to increase its financial performance.
Importance of the assistant manager’s role 
	The role of the Assistant manager is very important because it allows the managers to focus on objectives related to their daily operations. Their main role is to set the right course of action to the staff members of Starbucks, to evaluate the employees in the best way possible and also perform other managerial tasks in the absence of the manager (Letheren and et.al., 2019). That is why the assistant manager is considered as an important part of the team because he or she is responsible to keep the entire company running smoothly while on duty.
	In addition to this, the assistant manager is supervising the team and is helping the employees and customers to feel happy by meeting their demands. He or she is also responsible for handling the employee’s complaints and successfully complete the projects assigned by the management.  Therefore, it can be concluded that the role of assistant manager is important for the smooth functioning of a business. 
Knowledge and skills needed to perform that role
	Skills:
· The assistant manager must have good leadership skills because he or she has to resolve disputes between employees and customers in order to maintain a positive working environment.
· The assistant manager must have the ability to follow the instructions given be his or hers superior and it is necessary to perform in a way that creates healthy working environment. It is very important for a successful assistant manager to have good managing skills because he or she is responsible for the entire management in the absence of the manager.
· They must have good decision-making abilities so that it will not affect the good brand image of Starbucks (Ahmad, 2015).
· He or she must have good communication skills because the assistant manager will lead a team and only through communication can share his or her own views about the completion of a certain task in the best way possible. 
	Knowledge:
· They must have good knowledge in finance and computers.
· The successful assistant manager must have good knowledge of commercial awareness and sales capabilities.
· The successful assistant manager must have good knowledge of how to deal with difficult and challenging customers so that it will not affect the working environment and the good image of the company.
Training and development requirements
	In Starbucks, HR should consider integrating advanced and modern types of trainings especially in which the trainer is teaching the new employees in the technological aspect of the job. It can include CRM systems that are helping to find out innovative ways through which the company can reach new customers (Khan and et.al., 2016). Quality improving trainings should be considered in Starbucks in order to make employees familiarized with preventing, detecting and eliminating the items with lower quality. As a result, this could help them to provide products with high quality to their customers in order to satisfy their needs.
	In addition to this Starbucks, should also provide trainings for improving the personal skills of the employees which basically include the proficiency that is needed to actually perform a certain task. The assistant manager needs to know how to respond to such challenges and on the other hand, if there is a lack of skills, the company should provide effective skill training system so that the level of the skills of the employees can be easily increased as well as their actual performance if needed(Clarke and Higgs,  2016).

CONCLUSION
	By summing up the above report it can been concluded that Starbucks operates in the retail coffee store industry and follows the matrix organizational structure. In addition, from the report it can be concluded that the company has strong customer base and with the help of SWOT and PESTLE, it can determine internal and external factors that affect the industry in general. From the study it can be also concluded that the employee of Starbucks can help the company to achieve the goals and objectives set by the company. In addition, employees must find a way to work together and if necessary, the HR should provide effective trainings in order to increase their working performance. From the report it can be also concluded that the role of the assistant manager is very important and the person who is performing it must provide the necessary instructions to the team and perform the manager’s duties in the absence of the manager in the best way possible. Lastly, from the report it can be concluded that the assistant manager must have good managing skills, interpersonal skills and communication skills to run the entire operations in a smooth way in order to achieve the goals set by the company.
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Appendix 1
Training Plan Template

	Training Name: 
	Time:   min
	Training Type: 


Customers Service Training	       180 min	   Papers and presentation

  Training Goals
1. Learn identify and analyse needs and problems
2. Recognise the most common reasons for customer complains 
3. Asses your communication style and use two-way communication skills to level with people, to accept feedback from them, and to discuss problems

  Results
· Managing customers expectation 
· Transforming customers complain into opportunities 

  Certificate Skills Covered
· Communication skills
· Listening skills
· Time managing 
· Problem solving

	Time / Length
	Section
Goals/Results
	Description
	Equipment and Material
(Room Lay)
	Comments

	60 min
	Effective communication 
	Word 7%, Body language 55%, Tonality 38% 
	Room, laptop, papers
	Excellent 

	60 min
	Selling skills 
	1. Great first impressions
2. Taking the order
3. Preparing and packaging ordered food
4. Cashing up
5. Warm last impressions
	Room, laptop, papers
	Excellent

	60 min 
	Dealing with customers complaining
	What customers complain about? 4xP
Place, people, price, product
	Room, laptop, papers
	Excellent
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