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[bookmark: _Toc7434457]1.0 Introduction
Starbucks are one of the leading coffee organisations in the world creating an experience for consumers that allows them to feel welcomed, valued, respected and proud to be part of the brand. 
In the first part of the assignment, Starbucks work diversity will be evaluated in four areas such as customer diversity, community diversity, supplier diversity and partners diversity. When gathering research surrounding these four areas statistics, facts and opinions will be collected and legislations, rules and regulations, programmes, investments and subsidiaries will be documented. Throughout this section fair trade, ethnic sourcing and equality will be touched upon to show how diverse Starbucks really are. Women’s gender and minorities will be highlighted and critiqued on how it is handled by the organisation within the factors mentioned. This section will highlight the benefits to Starbucks, the community and their partners backed by facts and statements from individuals with the industry.
However, part two of the assignment will mention an incident that happened in Starbucks on the 12th April 2018. Management theories will be used and adapted around issues to do with the incident and a tentative solution will be discussed to prevent this happening again in the future. The incident was due to a lack of training and arrogance which showed traits of racial bias on the store managers behalf, resulting in two African American escorted of the premises and arrested in the process. Data on the incident will be collected from news reports, newspapers, customers, websites and journals to collect feedback, stats, facts and a bigger picture surrounding the incident. Using theories such as Fred Fidel’s (1958) contingency theory (McKenzie and love, no date) and Burke-Litwin (1992) system theory (Accipio, 2019) combined with models such as PESTLE which is a view of the external factors surrounding the organisation (Dcosta, 2019) and TOWS Analysis is a model to address the companies strengths, weaknesses, opportunities and threats while discovering strategies that come from them (Wozniack, 2018). Using these methods, faults and problems will become available that can be changed. Adapting critical thinking during the process producing positives and negatives facts, stats and assumptions about the situations of the incident will show what is expected to be changed to make a solution so this does not happen again. 
1.1 [bookmark: _Toc7434458]History of Starbucks
Coffee is the most popular beverage worldwide and seen in everyday places such as in the workplace, on transport when commuting and on kitchen sides of most households (Goldshein, 2011). The coffee market is worth over $100 Billion and $20 Billion exported it is no surprise to see that 500 Billion cups of coffee are consumed yearly (Goldshein, 2011).
 Starbucks are the leading roasted coffee company in the coffee industry (Rowe, 2015) and was founded in 1971 (Smith, 2019). The founders were Jerry Baldwin, Zev siegl and Gordon Bowker who knew each other from university and learnt about roasted coffee beans from Alfred Peet at Peets Coffee (Marshall, 2015). Starbucks first store was in Pike Place (Marshall, 2015) and the head quarters are based in Seattle, Washington (Smith, 2019). Starbucks only sold roasted coffee when they first begun (Marshall, 2015) but since have invested in over 30 different coffee types, handcrafted beverages, merchandise and even fresh food in stores (Starbucks, 2019). Starbucks have made many acquisitions over the years such as Ethos water and La Boulounge Bakery (Smith, 2019). The CEO of Starbucks is Kevin Johnson and Starbucks have a revenue of $22.38 Billion. There are 27,000 stores worldwide and their main competitors are Dunkin Donuts, Peet’s Coffee and Costa Coffee (Rowe, 2015).
[bookmark: _Toc7434459]2.0 Starbucks Beliefs, Attitudes and Values 
Starbuck believe that by adapting diversity in the workplace that the work culture will be improved, and the success of business will be enhanced. With these inclusions Starbucks can develop experiences and perceptions that will enhance the culture with a sense of empowerment, adapt innovation, economic sourcing and fresh concepts (Trillium Asset Management, 2018). Starbucks have created a formula for diversity which is “Diversity = Inclusion + Equity + Accessibility” Inclusion is sorted by interactions from humans and participation, Equity is sorted by “Fairness and justice” and accessibility is sorted by how easy things can be used with less blocked attempts (Starbucks, 2019b). Starbucks have built strategies that have an impact on the diversity within the company that concentrates on their partners, communities, customers and suppliers.  (Starbucks, 2019b).  
[bookmark: _Toc7434460]2.1 Starbucks partner equality
From the time that Starbucks begun, their values and mission mirror what they represent which is to make all customers and partners welcomed. Starbucks beliefs have impelled incredible commitment towards fostering a “diverse, inclusive and equitable environment” for partners, the customers and communities (Starbucks, 2019c).
Starbucks adhere to The Equality Act 2010 which includes The Sex Discrimination Act 1975 (SDA) and The Race Relation Act 1976 (RRA) (Gov, 2019). SDA aims to prevent women from being discriminated because of their sex by employers (ACAS, 2019). RRA claims that it is unlawful to discriminate against someone down to their race, nationality or colour (E Rader, 2011) in the workplace or when employing partners. 
in a report produced by Rezvani (2018) 80% of the survey claims that women would switch jobs if gender equality was better. However, it seems as if Starbucks has no issue with gender equality with graph A below showing that 67% of partners in the U.S are Ladies and 49% of women occupy the vice president positions (Starbucks, 2019c). The other sectors included were retail leadership with 66%, directors with 50% and vice presidents with 49%. 


Graph A: statistic of gender and job positions of Starbucks (Starbucks, 2019b)

In graph B below it highlights that Starbucks (2009c) claims to have 49% of their U.S based partners to be of a minority background, however there are only 19% who are in senior leadership roles. The other sectors included were retail leadership with 33%, directors with 26% and vice presidents with 28%.      
However, even though the statistics are almost level for the minority ethnics workers of Starbucks there are still issues attached to the company surrounding racial interactions. In a store situated in Philadelphia on April 12th, 2018 2 black males called Rashon Nelson and Donte Robinson were arrested from the store for waiting for a friend to arrive (BBC News, 2018). In an article in the Huffington Post journalist Miller (2018) claims that on arrival Nelson asked if the bathroom was available for use which he was rejected and told that only paying customers can use these facilities. Shortly after the males were approached by the Starbucks store manager and asked if they would like to place an order, in which the two males declined as they were only waiting to meet with a friend. Shortly after police arrived and arrested the two males for no reason at all, with the two males friend arriving as they were being carted off (Miller, 2018). Gasparo and Hobbs (2018) claim that Starbucks CEO stated that this was a major failure to training and practice of Starbucks and that it should not have escalated how the situation did, as it was not what the store manager had anticipated. Since this has happened the CEO of Starbucks has apologised to the two males (Miller, 2018), expressed his embarrassment surrounding the situation (BBC News, 2018) and temporarily closed 800 stores across the U.S to train over 175,000 partners on racial bias (Abrams, 2018). In my time using Starbucks I have not seen a white person be arrested or removed from store. I believe that if more minorities where trained for higher positions within Starbucks this may not have happened. 

Graph B: Statistics of minority representatives of Starbucks in the U.S. (Starbucks, 2019b).
[bookmark: _Toc7434461]2.2 Starbucks education programs 
Starbucks create an experience with their customers and communities like no other organisation in the coffee industry. Starbucks believe that understanding their customer needs and interacting will ensure an experience exceptional for the customer (Starbucks, 2019b). From locations where Starbucks stores are situated and the company’s coffee is sourced, Starbucks commit in developing and adding investments to give opportunities to individuals worldwide. Connecting with people, investing in educational programs and doing charitable work within the community (Starbucks, 2019d). One of Starbucks investments surrounding education is their College Achievement Plan (CAP) which allows partners who have not got a Batchelors degree with a chance to acquire one (Starbuck Stories, 2015). The plan was introduced in June 2014 (Starbucks Stories, 2015) when Starbucks and Arizona State University became partners (Pope, 2018) to allow this to happen. (CAP) is accessible for part-time and full-time workers who work over 20 hours (Starbucks Stories, 2015) and Starbucks pay for four years rather than 2 years previously (Pope, 2018). This allows partners to save $15,000 a year, as this is what the course costs (Pope, 2015), it also allows the partners to achieve education that is vital when dealing with customer. Starbucks also have many other relations with educational organisations that help offer opportunities such as The Association for the Advancement of Mexican Americans (AAMA), International Youth Foundation, Los Angeles Urban League (LAUL) and Save the Children (Starbucks, 2019e). AAMA motivate and encourage young Latinos to complete school and attend college while breaking the cycle of addiction and learning English in the process (AAMA, 2019). LAUL supports African American and minorities from around the world to gain skills through job training, work experience, “business development plans” and “youth achievement” (Starbucks, 2019e). With Starbucks investing so much in their customers community it shows a sense of mutual respect from the organisation
[bookmark: _Toc7434462]2.3 Starbucks community Support
Since 2010 Starbucks have dedicated to serving and helping the communities with investments and many programs. Starbucks have contributed over 1 million hours to the community with the service improving majorly since the start. With more people from the community needing support from private sectors for resources to be shared and for a meaningful future through change. Starbucks decided it would be a good idea to motivate partners alongside the community to discover a suitable way for change in local communities, in 2011 Starbucks teamed up with these organisations Hands on Network, Donorschoose.org and UK youth which has helped deal with social difficulties and advance economic chances, this benefits the communities that Starbucks does business with. During 2011 Starbucks focused on giving back to the community by hosting a month globally of service celebrating 40 years of Starbucks existence. Over a quarter of million individuals benefitted with almost 60,000 partners and individuals from the community volunteering. The event took place in 30 different countries and 5 continent and raised a staggering $3.3 million. Over 150,000 hours were committed to the community service scheme during the month and many places were transformed such as gardens, paintings, schools and parks (Starbucks, 2019f).
Another program Starbucks have in place is for military veterans and their families. In 2013 Starbucks aimed to employee 22,000 military veterans and their families by 2018 (Starbucks Stories, 2017). In doing this Starbucks were showing their respect gratitude to those who served in the war and their families. Starbucks have met their goal from 2013 and are not stopping there, Starbucks have claimed that they aim to increase figures further and hope to reach 25,000 before 2025 (Starbucks Stories, 2018). Starbucks military veterans and family program has helped develop many opportunities opening around 50 Starbucks military family stores (Starbucks, 2019g) with 42 based around military depots across the U.S and the company aim to raise these figures to 132 military family stores by 2022 (Starbucks Stories, 2018). All military family stores are managed, supervised and staffed by military veterans or their families with military veterans wearing an American flag on the right side of their specially designed Starbucks aprons (Starbucks Stories, 2018). Having military veterans as partners helps as they play a leading role when it comes to supporting and growing the community by showing guidance, service and public engagements (Starbucks, 2019f). This is explained by lord et al (2011) who claim veterans have adopted many skills during their duty serving for their countries such as to lead a team, plan and adapt strategies.
[bookmark: _Toc7434463]2.4 Starbucks farming support and ethical sourcing
With farmers and growers receiving low wages and struggling financially, and not able to afford costs even though they were supplying high quality products (Levin, 2011), Starbucks designed a program called coffee and farmer equity (C.A.F.E.) practice (SCS Global Services, 2019) to help farmers with finance and knowledge for a better life (Starbucks, 2019h). The program started back in 2004 when they teamed up with Conservation International (Starbucks, 2019h). Since then Starbucks have had a commitment when purchasing their coffee beans, aiming to reach 100% ethically sourced coffee (Horovitz, 2015). The believes of Starbucks are that their success is connected directly to the farmers, with more than one hundred thousand growing coffee (Starbucks, 2019i). By working closely with the farmers Starbucks manage to acquire high quality, grown responsibly that are correctly ethically sourced this supports and advances the communities of the growers (Starbucks, 2019j).  
Starbucks have invested money so that farmers can receive loans which helps the farmers with more productivity, correctly sourced products, facilities and machinery (Lucas, 2012). Having access to funds has helped farmers better life for themselves and family. Starbucks made their first investment back in 2000 and have helped over 300,000 individual farmers in 300 different countries around the world (Starbucks, 2019k). However, if the UK leave the EU with no Brexit deals laws and legislations may change (Gov, 2019).
Starbucks have opened several Support centres for farmers around the world in 4 different continents reaching countries such as Columbia, Rwanda, Costa Rica and China (Starbucks, 2019k). By designing these centres, Starbucks have provided farmers with knowledge, training and resources which help cut the costs on production, lower termite infections and improve the quality of the coffee produced. The centres also allow soils to be tested, samples to be examined and advice to be given for free to farmers who ask, this is not for farmers who just work for Starbucks but those that ask (Starbucks, 2019k).
Over the years Starbucks have teamed up and built relationships with many charity organisations. Some of the organisations that Starbucks work with such as Business for Social Responsibilities (BSR), Global Green USA and the International Youth Foundation (Starbucks, 2019L)
[bookmark: _Toc7434464]3.0 Arrest at Starbucks involving racial bias
However, Starbucks may have invested in youth and minority projects (Starbucks, 2019L) but it did not stop two black males getting arrested for trespassing, back in 2018 (Abraham, 2018). In a busy store situated in Philadelphia (Gasparro and Hobbs, 2018), two black males entered the Starbucks where they planned to meet a friend for a business meeting and took a seat (Taylor, 2018). After a short while, no longer than five minutes (Miller, 2018) they approached a partner to ask if they could use the bathroom (Abraham, 2018). This is when they were informed that they would not be able to use the toilet due to Starbucks policies (Abraham, 2018). The policy states that non-paying customers are not allowed to use the bathroom facilities. The Starbucks partner then asked the two males if they would like to place an order as if they did not they would have to leave the store (The Guardian, 2018). On hearing this the males refused to place an order or leave the store (Gayle, 2018). With the partner believing there was an issue informed the manager who threatened the males with the police as they were trespassing (Gayle, 2018). The males still refused to leave and told the white manager to call the police which he did (Taylor, 2018). Almost immediately the police turned up and the boys were arrested and took out in cuffs. Upon being taking out the door in handcuffs the males friend arrived and confirmed the story (Gayle, 2018), however the males were still arrested (Siegel, 2018). With the shop being crowded a video was leaked on Twitter which did not go down well with 10 million views from the public and Starbucks customers (Abraham, 2018). People took to the street and even the Starbucks store in Philadelphia to protest the arrest and have the manger fired (Miller, 2018).
 Since this protest the manager has been fired (Abraham,2018) and Starbucks shut around 8,000 (Siegel, 2018) of their stores to train around 175,000 partners (Siegel, 2018) for two hours on unconscious bias (The Guardian, 2018). Since the two males who are called Rashon Nelson and Donte Robinson (Miller, 2018) have had a meeting with Starbucks CEO Kevin Johnson who has promised to invest $200,000 in a program for young entrepreneurs (The Guardian, 2018).
[bookmark: _Toc7434465]3.1 Functions of Management
Functions of management was designed and created by a French engineer Henri Fayol. The theory was based on Fayol’s experience as a director. Before the theory was designed managers seemed to have a lack of training. Functions of management has 5 main principles which are planning, organising, commanding, co-ordinating and controlling (Van Vliet, 2011) which can be seen in the image on the next page..
 When planning, managers look to the future to create goals. planning is the hardest of the five function as the path of the journey needs to be planned carefully (Kukreja, 2019). Kukreja (2019) also claims that planning the future of the organisation will predict and allow for strategies to be designed so future events can be controlled. To do this the whole organisation needs to participate actively. Time spans and scheduling must be addressed in the planning and related to coordinating tasks. Using resources that are available to the organisation, considering the flexibility of the employee will ensure continuousness (Van Vliet, 2011).
When organising, it is essential for the organisation to be well organised to function efficiently. Having raw material, staff and capital available is essential to develop a structured working group. It is important for the organisation to develop a good structure so that departments have functions and tasks insight (Van Vliet, 2011).  When organising physical, financial and human resources of the organisation are processed and related to one another to achieve the organisations goals (Management Study guide, 2019). These five tasks need to be accomplished during this process tasks must be identified and correctly grouped, task must be assigned to personnel to define responsibility and authority, giving the employees the authority, building relationships amongst responsibilities and authority finally coordinating the tasks (Kukreja, 2019). 
When commanding and giving orders effective communication is needed to ensure that the employees have a clear vision on what is expected from them. If instructions are clear to the employees they will be more informed about the task and how to act. Managers who are successful usually design their ideas and decisions around the organisation’s regular audits (Van Vliet, 2011).  
When coordinating tasks need to be related as this will allow the organisation to operate more efficient. The employee’s behaviour when influenced positively will be vital. Coordinating has an influence on group dynamics aiming to discipline and motivate employees. Clear effective communication is needed alongside leadership. Objectives will only be achieved if positive management of the employees (Van Vliet, 2011) Buzzle staff (2018) claims that if managers delegate tasks to their employees correctly, that production will increase. Kukreja (2019) claims that the three main aspects are to effectively communicate with your employees, be able to motivate employees and be able to supervise correctly.
[image: ]
Henri Fayol’s five functions of management (Studious Guy, 2019).

[bookmark: _Toc7434466]3.2 Contingency theory
Contingency theory is a model used to show trust and leadership between leaders and staff relationships. Setting clear structure for tasks where the team have little or no knowledge. The leader also shows his power of authority by rewarding and punishing staff members (Mindtools, 2019).
From using the data surrounding the arrest of Rashon and Donte (Miller, 2018) training was put in place this is what happened. The first input was putting the training program together, as a lot of people wanted to input their knowledge. The people involved were “US Attorney General Eric Holder”, Common the rapper, president of Public Policy Organisation Demos Heather McGhee, president of NAACAP Sherilyn Ifill and founder of racial injustice Bryan Stevenson (Taylor, 2018) . The training took place when 8,000 stores closed across the US  in June 2018 (Siegel, 2018). 
The training was designed to educate Starbucks partners and managers on racial bias (Taylor, 2018). Starbucks have many customers who are of different nationalities and race’s, so it is important to train the partners and managers. The manager who called 911 was fired (Abraham, 2018) and the training was informal with the public not allowed access (Taylor, 2018). The training involved 4 hours of training listening to videos from Howard Schultz reminding the partners of the values of Starbucks third place and a documentary called “Your Welcome” by Stanley Nelson (Siegel, 2018). The training was based on experiences surrounding racial bias that the partners had witnesses and interviews that were recorded by others (Taylor, 2018). The partners then interacted and learnt how to embed there new found knowledge into the company. Starbucks benefitted from this process with a new manager and partners better educated surrounding racial bias.
[bookmark: _Toc7434467]3.3 System Theory  


Starbucks PESTLE Analysis after the incident

When looking at Starbucks PESTLE Analysis surrounding the incident of the two males arrested shown above. Political shows that Starbucks were being categorised as a racial organisation following the arrest of the two males. Customers and the community came together to protest against Starbucks surrounding racial bias. The mayor also had a say on the matter highlighting that tis is a prime example of what racial bias looks like in 2018. The economic factors showed that Starbucks would invest $200,000 (The Guardian, 2018) into a programme for young entrepreneurs and both the males settled the case by paying $1 each (Siegel, 2018). Social factors showed that Starbucks have many programmes for minorities and youths, so it is a real shame this incident took place. The community saw the incident as racial discrimination and felt that the company needed to make a difference.
The Technology factors showed the power of the internet as the video that was recorded was leaked to social media causing the community and customers to organise a protest, against the company.
The legal factors showed that the males being arrested for trespassing was unlawful (Gayle, 2018) and should not have happened. However, the police commissioner who is a black male state that the officers did not do anything wrong as they were just doing their job (Gasparro and Hobbs, 2018).
Finally, the environmental factors showed that the minority, customers and community felt as if they had been attacked due to Starbucks claiming they have a racial policy and investments in charities and programmes surrounding youths and minorities.it also indicates that Starbucks partners are lacking education and knowledge surrounding racial bias. 
	Two’s Analysis of Starbucks.
 
	Strengths:
· High % of minority partners.
· Good training programmes. 
	Weakness:
· Low % managers of minority background.
· Managers poorly trained. 

	Opportunities:
· Educate partners on racial bias.
· Hire minority background managers.
	· Starbucks could develop partners with a minority background managerial skill.
· Starbucks could educate their partners on racial bias.
	· Starbucks could educate managers better.
· Hire a manager of a minority background.

	Threats:
· Customers could boycott Starbucks due to racial bias.
	· Train and teach partners about racial bias.
	· AVOID


TOWS Analysis of Starbucks
When setting missions and strategies using the TOWS Analysis Starbucks believed that the best possible way forward was to train their Staff on racial bias. Around 8,000 stores shut, and 175,000 partners were trained for 4 hours. 
The structure was from the top down Howard Schultz led the meeting via video link and documentaries were played to the partners to further educate and increase the knowledge of the staff on racial bias (Taylor, 2018).
The tasks that were set was interacting with one another sharing experiences on racial bias that they had personally been through. Video tapes were shown on many subjects surrounding racial bias from top people within the industry of racial justice. Exercises were put in place and the partners were expected to be able to turn their practice into the workplace environment (Taylor, 2018).
The motivation was basically, go hard or go home. The partners in Starbucks had seen that the manager who was involved was removed from his position (Abraham, 2018). People who could conduct their practice into the workplace would keep their job those who could not improve racial bias and showed racial bias would be asked to leave their position as well.
The individual and organisational performance shows that Starbucks fired the manager and recruited another manager. Partners of Starbucks also received extra knowledge surrounding racial bias which was embedded in to Starbucks work place and since had no complaints surrounding racial bias (Taylor, 2018).
[bookmark: _Toc7434468]3.4 Findings, Assumptions on change
I believe that there could have been a lot more Starbucks could have done surrounding the issue. Looking at the stats from section 1 Starbucks equality, it shows that 49% of Starbucks are of a minority background. However, this does not tell the whole story, looking at the bigger picture there is only 33% store managers. Looking at these results there should be a rise in this percentage due to the incident that occurred. When looking at the TWOS Analysis it shows that minority managers should be selected for manager roles. Starbucks have many partners who come from a minority background so if they were trained and developed they could become managers and valuable acquisitions to the company. Having someone from a minority background as a manager would show that Starbucks are dealing with the issue correctly. Starbucks since have hired a new manager and feel like the matter has been dealt with as customers are still coming to Starbucks Stores. I also believe that the training of four hours shutting all shops at once will not deal with the matter. If Starbucks were to select random partners and from each shop and place them under supervision, training and developing on the way will improve the quality of managers for one and secondly show that the company is not afraid to have minority partners at the top of the structure within stores.

[bookmark: _Toc7434469]4.0 Conclusion
Throughout the report Starbucks show that they have a good equality and programmes in place that work alongside partners, farmers and minorities. However, it seems that the partners and managers do not have the same morals that are embedded by the company. With 49% equality of minority workers it is a shame that an incident happened surrounding racial bias. With the two males being removed from the Starbucks in cuffs unlawfully for trespassing when waiting for a friend to have a business meeting. Starbucks were in the attention of the public due to a video being leaked on the internet which caused uproar within the community. Customers and the community came together to protest about the situation and to have the manager fired and staff trained. Starbucks fired the manager who called 911 and conducted a four-hour training session based on racial bias. Starbucks closed more than 8,000 stores to show they were taking the issue serious. However, I believe a 4-hour session will not deal with the real issue at hand this will take time. I believe that there should be ongoing training selecting partners from different stores so that partners can be educated, and the store can maintain business. Another solution I mentioned would be to employee more minority store leaders as statistics show that they only maintain 33% of leadership roles.
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POLITICAL


Arrest was racial descrimination


Protests took place in Starbucks and streets around store


ECONOMIC


Programme set up for young entrepreneur


Males settled for $! each


SOCIAL


Have many programmes for the young and people of minority background


Arrest was seen as racial descrimination by the community


LEGAL


ENVIRONMENTAL


TECHNOLOGY


Video was recorded of arrest


Arrest unlawful for tresppassing


Minority community felt attacked


Video was leasked 


Protests arranged via social media


Officers did nothing wrong


Both males settled for $! each


Starbucks poorly educated surrounding racial bias





Partners Genders and Job Position

Men	Store Partners	Reatail Leadership	Directors	Vice Presidents	Senior Leadership	32	34	50	51	60	Women	Store Partners	Reatail Leadership	Directors	Vice Presidents	Senior Leadership	68	66	50	49	40	



Starbucks Minority representives in the U.S

Minority Ethnic	Store Partners 	Retail Leadership	Directors	Vice Presidents	Senior Leadership	46	33	26	28	19	Home Based 	Store Partners 	Retail Leadership	Directors	Vice Presidents	Senior Leadership	54	67	74	72	81	
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