
 MEMORANDUM 
TO: 
FROM: 
DATE: 
SUBJECT: Strategy Alignment Assignment 

Chris Cl is the new boss of the coffee shops at wu, and the little convenience stores as well. She took over the job from Andrew J this Winter Quarter, and has done an impressive job turning things around, improving communication, and trying to bring order to a very relaxed system. There is still much to be done to get the employees and business aligned with the business strategy. 

Business Strategy 
Dining Services strives to provide quality customer service to their students, faculty and staff. They aspire to set prices at a reasonable level for the quality of the food. 
Mission Statement, Values, Goals 
“The mission of Dining Services is to provide exceptional food and customer service to all students, guests, faculty, and staff.” This mission statement is very vague and does not seem like it has been given much thought. I think that it could be improved and refined. The values of the coffee shop from the perspective of Chris, was for our products be given at a fair price, and with a smile. She wants customers and employees to be happy. Short term goals for Dining Services are pretty typical: quality customer service, cleanliness, and having all items in stock and on hand. These goals are great, but they are not being achieved so we must discover what it is that is keeping these goals from being met. Long term goals include: building employee motivation by implementing recognition and reward systems. This is a fantastic idea for motivating the employees we have. Employees will work harder and better if they know they will be recognized for it. 

Strengths 
Chris had a hard time coming up with strengths for our organization because it is at a point of major change. New management often alters the way that employees behave, inadvertently and intentionally. Chris has brought a more reliable communication to the coffee shops as well as reliability for problem solving. Employee strengths involve a moderate level of dedication to the job and they are provided with real world experience. This may sound harsh but there are many performance issues that occur, immaturity is rampant and work ethic is very low. 
Weaknesses 
The strongest weakness we have is a lack of accountability with employees. New rules are not taken well, current rules are not followed, shared responsibilities of tasks are rare and there is a major divide among employees that work hard and those that barely work. Strategy Alignment Assignment Wood 2 

Essentially our workplace is not taken seriously. This needs to change and I believe it can be handled by motivating workers and implementing training to address the lack of basic skills for making coffee and giving customer service. External weaknesses occur above Chris. She tries to request training and is denied often. She requests implementing systems to reward employees and is denied. Upper management needs to be made aware of the benefits of training and employee motivation so that customer service and work ethic can improve. 
[bookmark: _GoBack]Strategic Training and Development Initiatives 
Many initiatives will be helpful to improve the workplace at the coffee shops. Diversifying the learning portfolio would be great to facilitate informal learning. Informal learning is exactly what the employees rarely initiate. My peers are stuck in a rut with no drive to improve. With new systems to reward employees for informal learning, great strides will be made toward better customer service and quality product, which aligns with the business strategy. Improving customer service in the ways of ensuring that employees have the knowledge, skills, and understand their roles is vital to the business strategy. Providing development opportunities and communication is spot on with creating motivational programs for employees. Capturing and sharing knowledge can be applied to the coffee shops by creating more efficient and enforced shift lists of duties and responsibilities that need to be accomplished. For the last section of initiatives I believe it is important to stress to the baristas that improving the quality and customer service of coffee is not just about making money, but about the product itself. Coffee is a beautiful thing and can be very artistic. I want my peers to enjoy the process, take pride in an exceptional drink, and support each other so that we can all be top notch. We need to encourage each other to be better and support one another. 

Training and Development Activities/Topics 
One major training and development activity that could help Dining Services would be to spend more time and effort on training staff. This may be simple, but it is essential to improving the workplace. Training up until this point has been brief. I was not trained when I was brought on. I had prior coffee experience and so I was assumed already trained and ready. I got the hang of the register and struggled a lot with trying to find a groove with the other baristas. Training for new baristas should be at least a week long and for experienced baristas it should be at least three days to introduce a structure. No formal structure has been implemented for teamwork. This is my second idea for training and development. Create a structure for the entire staff to follow. A procedure for how each coffee should be made every time. How teamwork should look at each location so that multiple baristas can create an efficient system for producing drinks together. At Starbucks we call this system the Better Beverage Routine (BBR). It was very specific and made it incredibly easy to work with any barista at any location. On top of great team work, it creates a reliable and consistent product. My third activity for training and development would be to train employees on the product itself. This means understanding the origins of coffee, the company we get our beans from, how to describe our coffee to customers and so on. Our employee manual does not include this valuable information. The fourth valuable activity is to create a routine of meetings for employees and managers to discuss issues, questions and anything else that may not be Strategy Alignment Assignment Wood 3 

Communicated during regular business hours. The final activity for the coffee shops is to create a system of repercussion for resistance. When employees are not following rules there needs to be a consequence. This needs to be consistent among all employees and managers need to know how to handle common situations. If there are never consequences then employees continue to rebel. This includes training managers on proper behavior when disciplining employees. 
	Metrics Activity 
	Metric One 
	Metric Two 

	Spend more time and effort on training. 
	Customer Service Reviews 
	Employee Engagement Levels (amount of informal learning) 

	Create a structure for producing coffee and teamwork. 
	Efficiency of drinks being made and delivered. (You can use amount of drinks made per 5 minutes) 
	Customer Reviews on the coffee itself. (Customers will notice consistency of their drink’s quality and speed of delivery) 

	Educate employees on the product. 
	Employee Engagement Levels. (Are they showing interest in latte art? Do they want to learn to make better cappuccinos?) 
	Customer Reviews on Employee Knowledge. (“Wow they really knew a lot about the beans they use and the company they get it from”) 

	Create a routine of meetings for communication. 
	Evaluate whether the discussions in the meetings are carrying into the everyday work. 
(A new drink is implemented, are the employees following instructions, asking questions and performing well?) 
	Amount of employee basic questions per week. 
(When employees are kept in the loop, repetitive questions are less likely) 

	Create a reliable and consistent system for discipline. 
	Employee reviews of work fairness. 
(I got in trouble for wearing yoga pants, but I guess so did Kayla. Fair enough) 
	Employee resistance rates. (Are less employees wearing yoga pants instead of jeans? Are they sharing the work load better?) 



