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Executive Summary
This report will critically evaluate and analyse two HRM priority sectors in Café Nero which are staff retention and staff recruitment.  This report will talk about the company background of Caff’ Nero.  This report will use the SHRM framework, specifically focusing on the Holistic model and HR-driven model.    It will also apply these models and recommend these models for Caffe’ Nero.  This report will also use Human relations-oriented system and AI application to recruit, select and prevent staff turnover.  It will apply and recommend these applications to Caffe’ Nero.  This report will provide the training plan for all the staff at Caffe’ Nero so staff are retained at this organisation.  This report will conclude by talking about the findings of how the above-mentioned tools will benefit the organisation.
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 Introduction
The purpose of the report is to critically evaluate and analyse two HRM priorities areas at Caffe’ Nero and these are staff retention and staff recruitment.  This report will talk about the history of HRM and SHRM framework, especially the Holistic Model and HR-driven model will be used in this report. Human relations-oriented system and AI application will be used and applied.  This report will also talk about the training plan for all the employees at Caffe’ Nero.  This report will be concluded by talking about the findings as how staff retention and employee recruitment can be improved and the benefits to the organisation.  Recommendations will also be made in this report as to how Caffe’ Nero can improve staff retention and staff recruitment can be improved and the benefits to the organisation.  
  Caffe’ Nero PLC has more than 500 shops all over the U.K. and is the third largest operators of Espresso shops in the U.K. (Business, 2022).  Gerry Ford is the CEO and founder of Caffe’ Nero and it was founded in 1997, presently, the business handles 1,100 stores across 11 International markets and employs 9000 employees from 105 nationalities and have branches in Turkey, Middle East, Poland, and Cypress (Portal, 2020).  The head office is based in London and Andrea Cooper is the HR Director of Caffe’ Nero (Leggett, 2022).
History Of HRM
Managing resourceful humans requires a steady assessment between meeting the human objectives of the people and meeting the financial and strategic requirements.  In the 1960’s and 70’s the human objectives of senior people in organisations inclined to generate large staffs, with massive bureaucracies and inert businesses, however by the end of the 20th century financial requisites had generated vast reactions to this in the general direction of reducing the number of people employed to create businesses that were better suited and adaptable (Torrington et.al., 2005).  In the last 30 years HR organisations have gone through several changes moving from an operational role to ‘HR as facility centre’ focusing on ‘driving talent results’ (CIPD, 2015).  
In the last 30 years HR organisations have gone through several changes moving from an operation HRM is a comprehensive approach as to how people are managed, employed, and developed in organisations (Taylor, 2014).  One of the main aspects of HRM is the decentralisation of many features of ‘people management’ from experts directly to line managers, as a result, over the last 10 years the line managers have often been challenged with HRM decisions nearly every day in organisations (Henderson, 2008).    Due to globalisation and technology advancement in recent years, managers have become aware that the fast development of modern technologies in competitive markets means that organisations face frequent technological change which in turn suggests the need for continuous training by staff (Henderson, 2008).  
Hospitality industry is global in nature and HRM is needed by hotels, restaurants, and coffee shops to recruit staff, train staff, and retain staff.  As there are many chains of organisation in the hospitality industry it is vital to have a HR office and HR managers to engage employees, to recruit and provide different trainings to their staff in different departments.
Critical Analysis and evaluation of Staff Retention
Caffe’ Nero like any other hospitality organisation has issues within their organisations.  Due to the Covid pandemic in the last couple of years the hospitality sector has faced high staff turnovers, including coffee shops (TYPICA, 2022).  During the Covid pandemic the coffee shops could only open their shops under strict government guidelines, and it was deliveries only and no customer could sit inside the coffee shops and the hours of business was also reduced.  This had a negative impact on the coffee shops and caffe’ Nero was also negatively impacted by this due to reduced business. 
Professor Anthony Klotz of Texas proposed and idea of great resignation which stated that many people will leave their jobs as soon as the covid-19 pandemic ends and the reason being many employees have left their jobs and had time to assess their careers during the Covid-19 pandemic Their main priority area are staff retention and staff recruitment (Chugh, 2021).  As a result, staff retention and staff recruitment are another major issue in coffee shops.
Staff retention is a major challenge for Caffe’ Nero and currently, they are using Mcquaig tool for their staff for their self-development.  This tool is also being used in development in development with head office staff and HR department.  Mcquaig tool is very flexible and has a bit-by-bit process from receiving a CV to onboarding and this tool also interviews and selects the right people for Caffe’ Nero (Nero, n.d.).  However, due to Covid pandemic in the last two years there has been high staff turnover and it has become difficult to retain staff.   Brexit is another factor and over the last few years many Europeans left U.K. and went to other countries, such as Germany and France for better job opportunities and they do not need a visa to stay in these countries.  Whereas, in UK they need to apply for a visa to stay in this country and also need to apply for work visa which is costly and time-consuming.  As a result, there is staff shortage as Caffe’ Nero employed people from different nationalities to fill their vacancies.  Currently, many Europeans have left UK to look for job opportunities elsewhere.
The work culture of Caffe’ Nero is unprofessional as they demand long hours from their staff and do not pay them overtime.  Very less incentives are provided by them as a result the staff leaves and finds work in the rival coffee shops, such as, Starbucks and Costa Coffee.  The staff stays in one job only and there are no promotions or training provided so that they can get promoted.  In order to retain staff, the HR department needs to develop and train their staff so that they can have chance of receiving promotions. 
Relationship-Oriented HR Systems
The HRM at Caffe’ Nero should focus on relationship-based HR systems to combat the risk of isolation among single and child less staff and prepare them for unanticipated events, such as, Covid pandemic and currently economic crisis which leads to feelings of social exclusion and loneliness.  Such relationship-based HR systems can help staff build relations both external and within the organization and develop a pool of resources needed to cope with current and possible crisis, by concentrating on training, feedback, and network-development (Hatak, 2020).  
Training for staff 
The HRM at Caffe Nero should invest in trainings.  They can provide online coffee shop training package to everyone who works there.  The training includes Level 2 Food safety and hygiene for catering, Customer Service, Barista training, Level 2 HACCP, fire safety training, first aid primary survey, food allergy awareness, digital marketing training, awareness of health h and safety and upselling in hospitality.  The cost of this course is £60 with VAT (College, 2022).  The employees can study online at home.  
All the managers should lead by example.  They should train their staff who are initiative-taking and want promotions.  They should provide further training to staff who want to become line managers.  The line manager can mentor an employee who wants to become a line manager and the manager can mentor the line manager and mentoring can be provided right from the top to bottom (Shop, 2021).  Mentoring is cost effective for caffe’ Nero and is sustainable in the future.
The HR staff at Caffe’ Nero should upgrade their skills and training by going on CIPD courses in HRM, such as Emotional Wellbeing, People Management, Coaching and Employment Engagement so that they have updated knowledge to provide the latest trainings to their employees and engage effectively with them.
Critical Analysis and Evaluation of Staff Recruitment
According to the former employees of Caffe’ Nero, “Horrible place, unprofessional.  Hygiene is poor and Health and Safety is not followed.  Money is always late and would not recommend this company to anyone.”  While other employees have said, “fun but very stressful” (employee, 2020).  Another former employee also stated, “Staff turnover is enormous, and no one asks why?  Or at least does anything about it?  They do not realise how many amazing baristas they have lost already.” (Former Shift Leader, 2020).  Based on the reviews of the former employees of caffe’ Nero and the great resignation theory, the two principal areas are staff retention and staff recruitment.  
Staff recruitment is a major challenge for Caffe’ Nero and currently, they are using Space & Time tool to handle recruitment applications and profitably leverage their work culture, brand, and also provide results that complement their present market channels (Time, 2000-2022).  According to Toni Popova, the digital brand ambassador of Caffe’ Nero, “by working with Space & Time for a couple of years, all projects has been carried out in a professional manner and they have helped us to grow our conventional advertising channels “(Space & Time. 2000-2022). Although things are getting better after the Covid pandemic, however, currently Caffe’ Nero are facing difficulties in recruiting staff as Europeans have left UK due to Brexit.
Currently, the HR department of Caffe’ Nero has given the responsibility of hiring baristas and waiting staff to their line managers.  As a result, the role of line managers is important to recruit the right candidate for the jobs.  The HR department should invest in AI in order to employ the right and qualified candidate for the job.
Artificial Intelligence
As Caffe’ Nero is a global organisation, AI is best suited for them.  They can conduct initial shortlisting and candidate feedback by using AI.  They can also do performance appraisal and review of staff by using AI. They can further improve the experience for both candidates and line managers by using AI-powered chat box in a brief period of time.  As a result, the time to recruit staff will be less than before and candidate feedback will be quicker which will positively impact the organisation (CIPD, 2021).  They will be able to hire the right candidate for the job specified which will also benefit in staff retention. It will also give more time, enable the HR staff, and line managers to communicate and engage effectively with their staff.
According to DeCanio (2016), AI is a wide suite of technologies that can match or exceed human abilities, specifically those entailing cognition (CIPD, 2017).  The benefit of AI is that this application looks at feedback experience, performance ratings, skills and other information which could be missed by HR managers and line managers (Tajudeen, et al. 2022).  According to (Zeng, 2020), By using AI in recruitment and selection, organisations can see important, prompt, quantifiable results, such as increasing recruiter’s efficiency, lessening hiring time, and improving applicant experiences (Tajudeen, et al. 2022).  
Strategic human resource management
SHRM is about creating a logical planned model for staff to be educated, hired, and developed in techniques that helps a business in achieving everlasting goals (CIPD, 2021).  However, Mintzberg argues that strategy is ‘established’ rather than ‘prepared’ and that any planned strategy is changed by opportunities, events, and the actions of staff and so on- so that the conceived strategy is different from the beginning version (Torrington, et. al. 2005).  
The holistic model is a part of SHRM and constitutes the people of the organisation being acknowledged as the answer to competitive advantage rather than just the process of executing organisational strategy and this is a more recent way to strategic HRM and has resulted from the resource-based view of the organisation and the recognised value of human capital (Torrington, et al. 2005).
The HR-driven model also a part of SHRM places human resource strategy in important position and concentrates on the quality of the human resources accessibility to their organisation and their capability to conform and learn quicky than their competitors (Torrington, et al. 2005).  Human capital is vital to the business of Caffe’ Nero.  They need skilled staff in order to sustain their business.
Caffe’ Nero should use SHRM model to grow and sustain their business.  Caffe’ Nero needs this holistic strategy, and the HR team should provide flexible work and hybrid work to their employees. Due to the Covid pandemic the mental wellbeing of people has been affected.  The staff are looking for work-life balance and they want flexibility in their work.  By using this strategy, the staff will be positively impacted in their lives both at home and work.  They will be more productive at work and ‘happier staff makes for happier customers.’  They are losing staff due to long hours of work they do, so the HR team need to change their strategy and provide flexible working hours, more pay, and incentives to retain their staff. They also need to provide flexibility for staff who wants to work from home, especially in the administrative department.  A Holistic HR or line manager can apply this method by injecting a feeling of inclusivity at work devoid of any colour, race, gender or orientation bias and it promotes diversity and feeling of being accepted at workplace (Dangi, 2021).
As the HR driven model focuses on the strengths of the human capital, the HR team and line managers needs to focus on the strengths of their employees and use it to their advantage for e.g., if an employee has good social skills, they can be placed in front customers to serve coffees as they will interact with customers more.  This will make the customers feel valued and they will become loyal customers, which will generate more income for the organisation.  They need to provide suitable jobs in their organisation by focusing on their strengths and weaknesses of their employees.  If the staff has weaknesses, they need to provide further training so they are upgraded and can do their jobs to their full potential and get promotions in this organisation.
Conclusion
This report highlighted the two main areas of Caffe’ Nero which were facing huge problems in HRM, and these were staff recruitment and staff retention.  This report also highlighted the use of SHRM framework, especially the Holistic model an HR-driven model to be used by Caffe’ Nero in their HRM department.  The findings were that these models are the best models to be used by Caffe’ Nero for staff retention and staff recruitment.  As due to Covid pandemic, many employees are struggling with mental health issues and comprehensive approach is needed.
The human relations-based system and Artificial Intelligence was used in this report and the findings were that both were ideally suited for the HR department in Caffe’ Nero to meet their goals.  It is suitable to be used by the HR team and line managers.  Mentoring, coaching and the essential training package for all staff will benefit the organisation and the findings were that not a great deal of investment is required, and the staff will be better equipped for their jobs.    All the managers should lead by example, and this will greatly benefit the work culture of the organisation. The HR employees who take further CIPD training courses in HRM to learn about the latest techniques will be better equipped to handle problems such as staff retainment and staff retention.
Recommendations
The SHRM model especially the Holistic model will be recommended for Caffe’ Nero, as due to the Covid pandemic and the current economic crisis globally many employees and potential candidates are struggling with mental health and work-balance issues.  This model provides a holistic approach to deal with these issues, as a result the right candidates will be recruited and the employees will stay in their jobs, thereby reducing staff turnover.   The HR- driven model will also be recommended to prevent high staff turnover as this model helps the HR department and line managers of Caffe’ Nero to engage with their staff.  They can help with the employee’s ambitions by providing appropriate trainings so the staff can get promoted.
Another recommendation to be made is the use of human relations-based system in HR department at Caffe’ Nero.  This application is very beneficial for staff retention and saves the time of HR managers and line managers to focus on other areas of Caffe’ Nero.  It is a good investment for them as times are changing and organisations needs to change with time.  Mentoring is another recommendation as it is cost effective, and employees can be trained while working.  The HR managers and other managers at Caffe’ Nero should lead by example, and this is cost effective as well.  Another recommendation is to provide the essential training package online for the staff at Caffe’ Nero, so that staff are better equipped at their jobs.  Another recommendation is to provide CIPD courses in HRM to staff at HR department so they can provide better solutions facing Caffe’ Nero in the two priority areas.
   AI software will be recommended so that Caffe’ Nero can recruit and select the right candidates to work at their organisation which will help them in preventing staff turnover as excellent quality staff are selected.  This in turn will increase their sustainability, profitably and expansion globally Technology is also advancing, and the organisations need to keep up with the latest technologies to gain competitive advantage.
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