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Introduction
Problem solving and the aspect of decision making goes hand in hand together. It is true that no problem can be solved accurately if there is no decision making. Decision making is made in different way in the world (Stice, 2017).There are many creative ways in which problems at workplaces are solved by management and experts.  This paper is about leading coffee chain brand Starbucks Corporation situated in Seattle Washington. Starbucks is a multicultural organization with the presence in over 60 different countries. This paper discusses a case study of racial bias issue in Starbucks workplaces which has lead the firm take some major decisions. They also use intuitive, rational or even systematic decision making approaches in order to solve a problem. Sometimes they even go just using a gut feeling. There are many creative way problems at workplaces are solved by management and experts.  

[bookmark: _GoBack]Case Study
Starbucks recently closed down thousands of its coffee stores last May 29th (Newsgrid, 2018). The firm emphasizes how important it is for them to start a new type of employee training program which is of utmost importance in the modern world before restoring its operations back again. The firm gave their 1,175,000 staff members engaged on training programs to handle multicultural customers or staff better also known as anti-bias training (Gabbatt, 2018). Recently, Starbuck has faced two men of black origin being arrested as they waited in the queue on one of its coffee stores. Over 8000 store chains in the United States were closed as a result for this for several hours. The store is closed down is not a new event but such kind of special training program was a new decision taken by the brand for the overall good of its people. Starbucks has always believed in workplace diversity. It believes in a multi-cultural work environment which it manages efficiently in order to enjoy sustainable completive advantages (Morais, Pena & Shacket, 2014).
The workforce demographics are changing. And this results in enhancing gender diversities, cultural diversities, and diversity in age. Starbucks coffee company hs a diverse workforce where there is a large majority portion of women workers present. The firm believes in a balanced diversity of the workforce. The firm has taken effective leadership responsibilities and closed its stores for providing additional training to its employees so they can manage workplace conflicts and diversified cultural workplaces better.

SWOT Analysis

Like any other commercial organization, even Starbuck has gone through its share of dark years. During such times it has made a SWOT analysis to understand its strengths, weakness, opportunities, and threats.



Strengths
The Start bucks Coffee enterprise has uniquely built its entire business model. Such a business model bases itself on some of the basic core values which have been designed specifically for achieving a fragile and sensitive balance in between social conscience and profitability. It is crucial to know that the foundation of the firm which was firmed years back is linked and connected in a unique way (Abdel-Basset, Mohamed &Smarandache,  2018).
Unique brand – Starbucks was created by Howard Schultz with a childhood experience he had. He witnessed his father who was a blue-collar staff dot dismissed from his job with no insurance and allowances given as he fractured his ankle bone. He saw what it really felt when a hard working individual comes across an accident and was left all alone. When he grew up he created this unique brand called Starbucks Coffee Company which was 30 years back the first company in the USA which provided every worker with a comprehensive health insurance plan.
Brand Values- Starbucks coffee, its customers, and partners all depend upon brand value thus creating a work culture which is warm and inviting. The firm has been maintaining its status quo all along and has acted with great courage and challenges. The firm is also presented with dignity, transparency as well as respect delivering the best they can do. The brand also holds itself accountable for all the results it creates.
An innovative approach- Innovation is witnessed everywhere in the modern era. Moreover, firms use technology in its business processes in order to achieve competitive advantage.  For Starbucks innovation is not just limited to technology adoption. Rather it is also about giving valued and novel experiences to each and every customer. The brand plays a big role with innovative methodologies to keep customers retained.
Strong position in the market- The brand Starbucks Coffee Company has a very strong presence in over 60 different countries. It is one of the most reputed and well-recognized brands in the modern world.
Product quality- Starbucks has established the brand on the basis of the high-quality products only. For this, the firm has made extra efforts to spend on research and development and come up with the best products.
Effective Human resource management-The brand, Starbucks Coffee Company is also well known for its extraordinary level of human resource strategy. The firm gathers its manpower based on their level of education. Some of the best employees in the coffee brand are highly educated. The firm has outstanding HR policies and practices in place, rewards and appreciations for retaining its workers (Dyson, 2016).
Product Mix- In a consistent manner the firm produces new products which in a steady manner capture the focus of people of all age groups. Starbucks Coffee Company offers tea, coffee, pastries, beverages, smoothies as well as frappucinos.
Promotions- Starbucks Coffee Company is one of the very first enterprises which uses social media marketing strategies to promote itself. The firm has an effective soca media strategy in place which innovative campaigns and events to reach out to the global customers.


Weaknesses

Starbucks as a public company has spent fifteen long years which were magical in every respect. The firm has literary touched general thing and it converted to gold. The firm opened in many cities and launched a large number of products. Everything they touched and wherever the firm went it was always a big hit. In a nutshell, the Starbucks Coffee Company was a big success. However, all along in these long years, the company witnessed a virus and the virus was the false feeling of invincibility or entitlement. With this idea, the firm started covering the errors which it had made in its long years of presence. Sometimes even the firm admired wrong stuff.
Cost factor- As always the firm Starbucks has made sure that their products are of the highest quality. Moreover, they have created and spent a lot to create the real Starbucks experience. However, at times when the economy had been sluggish the brand served mediocre and unattractive products. Consumers switched products during economic crisis years to less costly products. Hence the premium prices which brand Starbucks has set prevent it to develop itself in varied countries as well as lose itself from competition like McCafe as well as Dunkin (White, 2018).
Cannibalistic activities-Starbucks Coffee Company has been expanding in an aggressive manner. Hence it left no space for any further growth. The firm at present is present in over 8000 stores in the USA. If it still expands further it can lead to self-cannibalization which is self-damaging.
Coffee Cultural Conflicts – The culture of Starbucks coffee is not yet accepted in Asia and Europe. Hence the firm in spite of its efforts has not yet become the global industrial leader.
US Dependence- A major portion of the annual revenue of Starbucks is generated from the US market. Hence the brand has to act very carefully in order to avoid cannibalization.


Opportunities

Emerging markets- The fact that Starbucks has engaged in self-cannibalization acts showcases how significant it is for this brand to grow and expand itself in the global platform. The firm has initiated the process years back and the very recent expansion has been India. Starbucks has huge opportunities to grow in emerging as well as in various developing markets.
Expansion of products – Starbucks has also started its expansion in its product mix. The most recent product action has been fresh juice products and tea. The firm still has loads of empty space and opportunities to come up with new products.
Advancement of technology – Starbucks has used technology in its strive. They have launched the Starbucks mobile applications which allow customers to book their coffee on the go. Customers are given a great user experience with this friendly app and also offer a variety of rewards and offers. A large number of online transactions are taking place in the USA owing to people shifting to digital mediums.
New Distribution channels – The firm has introduced new channels to distribute its products. One recent delivery system is “Mobile Pour”. The firm using this brand new channel of distribution has opened a new medium to earn revenue (Bhasin, 2018).
Growth in Asia, Africa, and the Middle East – The 1600th store in China is Starbucks as per recent news. It is significantly important for the brand to enlarge its scope and popularity in countries like Asia, Africa as well as the Middle East as these countries there is the very minimum presence of the brand.
Threats
Enhanced competition- Competition is one of the biggest threat Starbucks is facing. And the name of these brands is McDonald and Dunkin Donuts. The enhancing competition in the market minimizes the market share of Starbucks. Starbucks Coffee Company has shrunk by approximate 26% already due to enhanced competition.
Costly Coffee beans – There are talks that Starbucks costs for its quality coffee beans can enhance in the future. If the prices increase the customers can switch to alternative products.
The economy of Developed Nations – Real life examples such as economic recession of the year 2008, if they repeat in future it can cause Starbuck again face lowered returns. As a result of crisis economic conditions, brands like Starbucks can reduce a large number of customers which is predicted to shift to cheaper products.
Changes in Customer preferences – There is an overall trend in the world where customers shift to healthier products. Moreover, companies like Starbucks are also facing risk as the culture of coffee is fast vanishing from the market.
Limitations of the brand – Large brands such as Dunkin Donuts as well as McDonald's often imitates the marketing strategies of Starbucks. They often introduce products similar to Starbucks at much lower prices. Such acts often damage the fate of the company.

Starbucks Coffee Company SWOT analysis showcased that the brand has the competency to withstand competition as well as overcome all hurdles. There are many problems the firm has but with better decision making based on a problem-solving approach the firm is able to grow consistently. If the firm keeps taking effective decisions it will soon cover up all the threats or weaknesses it has.
PESTEL Analysis
Starbucks Coffee enterprise is popular as it has designed a pleasing workplace and store ambiance along with excellence in customer service. The firm has strong management and decision making abilities with strong characteristics which help differentiate it from varied other brands. These are the different macro-environmental factors like political, economic, social, technological, environmental as well as legal elements which affect the performance of the firm and its way of decision making.
The brand is one of the main coffee house group in the world with over 22,000 stores around the globe. Not only is Starbucks the largest global coffee brand but also the most successful one as well. The success of Starbucks coffee company is because of the high-quality product and enhance leadership it showcases. This has helped create a very strong brand image. Starbucks today is considered an ethical brand and is also recognized globally. The main focus of the brand is to maintain its quality as well as ethics. The company has also invested and created a highly robust supply chain management. Coffe is sourced to the form in diversified sources from all over the world. Customers know and believe that it is a brand which offers a pleasing experience every single time. All these factors together make up to uplift the global image of Starbucks. In order to analyze its external environment, Starbucks uses a PESTEL analysis (Pratap, 2018).


Political

Global political factors have impacted enterprise and their performance and profitability in a deep manner. There are different political aspects which impact in different manners such as tax or business environment. It makes a determination about how friendly a business is to the environment and to the nation. There exists a deep connection which exists in between the economy and the political stability. The more a nation is stable politically the more stable is its economic environment. Enterprises can flourish in such environments. A stable political environment impacts the supply chain stability of firms like Starbucks. A disruption of the political perspective or a disruption in the distribution channels can influence business and its day to day operations, profitability and sales. Starbucks has its suppliers distributed all over the world. The brand is a global one dealing with the pressure of world politics.
Economic

The economic environment of a nation can also create pressure to Starbucks business enterprise. This is because the Starbucks Company works on a global platform where the pressures are much bigger. The economic environment of the world is not the same everywhere. Various countries go through different kind of fluctuations in the world. The entire world has recently recovered from turmoil’s like the Great Recession. As a result, the brand has impacted in a deep manner. Now although the recession is over still there are many countries which are still not stable from the perspective of their economy. Economic environment impacts the competency of customers and their purchase abilities. Such abilities can also impact the sale as well as the profitability of an economy. This impacts the cost of labour as well as raw material. Such factors are often related to Starbucks profitability. If the economic environment is good brands can achieve a higher level of profitability. As the world economy is once again back on its fit, the confidence of customers have risen again and they have started spending more. As result firms like Starbucks are experiencing better sales.


Social

These are the various socio-cultural factors which affect Starbucks profitability. For example, the changes occurring to demographics can impact enterprises. A large number of population in the USA is retiring and aging. Consumers which are a part of Starbuck products are also aging and this affects the sales of the firm. Moreover, the preferences of the consumers are also changing fast and this affects the performance and profitability of the company. Coffee in addition to this is not very popular among all kinds of societies and groups of people.  Starbucks hence makes efforts to sell its coffee products at very premium prices as it offers a high quality and variation. However, based n culture and society the effective outcome of its marketing depends.

Technological

The world in the modern era is driven and accentuated by technological advancements. Technology can impact the profitability of enterprises. Everywhere there is technology. Starbucks coffee company uses IT in its enterprise for enhancing its performances. The firm focuses on innovation of the digital media. In the year 2015 Starbucks launched its Pay feature as well as Mobile Order. The firm has also collaborated with apps like Spotify, The New York Times and Lyft. By investing in high-end technology the coffee bran has accentuated its performance and competencies. It is also enhanced its capital investment in various marketing strategies leveraging technology.  Overall it has positive outcomes and has enhanced the brand presence of Starbucks (Dudovskiy, 2018).

Environmental
All over the world, there is a rising awareness about conservation of the environment. People and government all over the globe are favouring companies which showcase care and take measures to protect the environment. Brands which are responsible environmentally are higher in their popularity. They have a better brand image in the world. Brands also tend to avail better customer loyalty if they are socially responsible. Starbucks coffee company has consistently invested in different initiatives to protect the environment. The firm has used LEED standards of building infrastructure in their design as well as maintenance. This is helping the brand achieve its goals of environmental efficiency. The firm is making a consistent effort in reducing its carbon footprint. The brand uses reducing as well as recycling methodologies. The main focus is on the conservation of water and energy. Another area of significance is that the firm focuses on climate change. Starbucks educates farmers to farm in a responsible manner in order to make a reduced impact.

Legal
For the purpose of business, there is a requirement of legal compliance. But the situation is somewhat complex since firms like Starbucks operate in a global environment. Enterprises are often faced with law prevalent in different countries. Labour law, tax and many another type of law are prevalent in different nations. When Starbucks work in different nations, it ensures it is in compliance with the law and works ethically. Special ethics and compliance programs are designed by the firm. A recent example is that Starbucks has trained its employees in racial subjects. The firm believes in working all over the globe and courses on legal adherence. It provides equal treatment as well as a non-discrimination to its staff members.	


Problem Solving Process

Diversified workplace often creates issues with mindset among people coming from diverse cultures in enterprises. Starbucks believes in making its workplace well equipped and trained to handle racial issues better at workplaces. Such biases can happen not just with staff members but also with customers.  Problem-solving is conducted in this organization by following some basic steps. Concepts of problem-solving and decision making are terms which often makes people visualize scientific researches, complexities, mathematical calculation and a feeling of solving the unknown. In reality, however, decisions are many times taken by the subconscious in a natural manner. A firm like Starbucks which is multicultural has a distinct organizational culture to solve workplace conflicts. In order to do so, the firm had taken many decisions by first bringing the issue into the arena of a conscious mind (The Happy Manager, 2018).
Define the problem
Problems can be defined to be a well-defined method of bridging the gap between a current state and the expected desired state. They are nothing but opportunities which aims at making things better for everyone. Starbucks used to use the conventional strategy of fight or flight. There were situations when someone from inside the firm made poor choices which led to huge confrontations in public. So, rather than identifying it as a problem Starbucks visualized that being a multicultural organization is an opportunity which needs some careful decision making. People do have different views. And that is not wrong because that makes them unique. The firm has hence developed an organizational culture where employees are now trained with better leadership interventions. It is important to solve problems in business. A fishbone diagram is utilized by the Starbucks management where the head side of the fish denotes the main problem area. Through the skeleton of the fish, one by one problem is identified because without identifying issues they cannot be solved.
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In order to solve the workplace disharmonious situations Starbucks must deelop solutions once it has gathered all data about it. Along with it the firm needs to keep in mind the business targets, mission and vision.

Collection of data

There is a specific way in which problems are solved. Starbucks has used the brainstorming process to come up with all kinds of solutions first which might help the brand solve its cultural workplace a harmonious pace of work. A small team of 6 to 7 people with the Stakeholders participates in meetings and discussions. People have the freedom to throw ideas and no one is criticised or evaluated in any brainstorming sessions. Data is required to be accumulated which will be later evaluated and analyzed. In order to do so, the firm used various forms of charts to keep the main focus on the problem. Such data also gives the management perspectives about the risks associated with the decisions to be taken.

Data analysis

Analysis of data is nothing but coming down to the root reason for the problem. In order to come to a conclusion, management must take into consideration all the different facts and figures into considerations. Questions are raised and causes are contemplated. The deeper reasons for a problem are seriously contemplated so the main cause can be detected. Starbucks data shows that the workforce of the firm needs a relationship-driven approach.

Generate Alternative Solutions

Before a decision is made for solving workplace problems all the possible alternative solutions must be analyzed. Different perspectives are needed to be found to look at the issue from all possible perspectives. The reason for detecting all types of perspectives is to ensure that the best solution must be chosen. Following are the different approaches Starbucks will be adopting to develop its organisational culture better to encourage workplace harmony.
Servant styled leadership – Starbucks uses an approach of servant leadership. This is characterized by the organizational culture of the brand. As per this style and approach, managers, leaders, and supervisors provide support to their subordinates in order to make sure that every employee grows in the organization. A basic feature of Starbucks is to keep their staff first at all times. Caring for the staff is one of the most important characteristics of Starbucks. This is because staff members of Starbucks believed that those who care for themselves also care for their customers.

A relation driven mindset- Starbucks with its organizational culture believes in the friendly and supportive warmth of relationships. Starbuck stores have a warm exhibit of the atmosphere. The firm believes in extending the organizational culture even towards its consumers as well. Everyone is treated with warmth. The company makes efforts to develop a culture which drives people towards its coffee specialty products.

Plan for Implementation of Solution

The best solution must be identified based on a practical testing scenario. Starbucks coffee company ensures that it gets all the necessary support it requires before taking the right plan of action. Solutions which are identified to be used are shown to the stakeholders and with a go-ahead, the most effective ones are utilized.

Performance monitoring for successful implementation

Once the solution has been tried out it is important to find out its efficiency. A successful problem with a solution must always be monitored(Hicks, 2018). There can be many risks and uncertainties associated with a specific decision. With regular tracking of the performance the management can realise whether the progress is made toads the right path or not.
Both the concepts of problem-solving as well as decision making is somewhat closely related. It has different similar points. Decision making is no doubt an integral part of the problem-solving methodology. There is a choice which is needed to be made when decisions are being taken. Trends of problem-solving comprise of steps where one goes a few steps back and looks at the problem to find its potential solutions.
Conclusion

Any kind of racism is bad PR for firms like Starbucks. To this business model, it is a big threat. As a result from time to time Starbucks take major decisions to solve racial bias or culture conflict problems in its work environment. It is significant for the brand for taking such important steps as a way forward to keep such events way past. In its journey of a unified global workplace.

Furthermore, regardless of whether one's purpose in generating hypotheses is to guide research or inform practice, one's analysis will be incomplete unless unique organizational and societal conditions are taken into condition. Relevant organizational conditions may include the entire set of human resource management practices that impinge on a team, the composition of the organization(s) in which a team is embedded, historical context, organization culture(s), structures, and technologies. 
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A Fishbone Diagram is a structured brainstorming tool using categories
to explore root causes for an undesirable effect.
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