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Executive Summary The Astro Lounge was founded by Christopher P. Widger, who was originally one of the founders of Starbucks. Mr. Widger had plans to expand the type of coffee shops in the world. Mr. Widger left Starbucks and opened the first Astro Lounge in Chicago, IL in 1989. The new type of coffee shop in Mr. Widger’s vision showed people drinking coffee in a laid back environment, with many forms of entertainment available. The Astro Lounge went through four milestones, which were: (1) reaching $1 million in revenue in 1990, (2) opening our fourth shop in New York, seventh in Los Angeles, and our first international shop in Toronto, Canada, (3) having the mayor of Chicago, Mayor Daley congratulate us for promoting and preserving performing arts within the community, and (4) placing 45th in Forbes Magazine’s “Top 100 Companies to Work For.” The Astro Lounge has many goals to reach in the future. Astro Lounge’s official goal is to enhance the community and people’s lives by combining coffee and entertainment together in a unique setting. By doing so, the company is also supporting the performing arts and preserving music throughout. Both customers and employees are valuable to Astro Lounge and it wish to provide both an enjoyable place to visit and work at. Some of our operative goals include increasing market share by 4% and maintain a 3% growth per year, increase sale by 10% by December 31, 2005 and years thereafter, and to decrease it coffee bean resources by acquiring five plantations. Through the stakeholder approach, we determined that our top three stakeholders are our customers, employees, and suppliers. Our Astro Lounge is dependent on many companies. One of these companies is Juan Valdez’s Colombia Coffee Beans Company, which is our sole provider of coffee beans. Another company we are depended on is Sweet Stuff Bakery. This is where we purchase our baked goods
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from. A third company who we depend on is Solo Cup Company. We purchase all of our cups, lids, straws, plates, bowls, and napkins from Solo. By establishing the interorganizational linkage of ownership with Juan Valdez’s Columbia Coffee Beans Company and applying the interorganizational linkages of strategic alliances and advertising with Sweet Stuff Bakery, we are able to reduce our resource dependence. We also try to minimize our resource dependency from Solo by establishing a strategic alliance with them. Two things dependent on our Astro Lounge are the local bands and our customers. The local bands depend on us to provide them the opportunity to rise as a star while the customers depend on us to provide the best coffee and entertainment. Astro Lounge is similar to other coffee shops due to organizational isomorphism. Through mimetic isomorphism, we benchmarked Nordstrom’s great customer service and customer satisfaction. Through coercive isomorphism, we are not able to sell alcohol after 2 a.m. and no alcohol to minors due to laws prohibiting it. Through normative isomorphism, we adapted to the needs of people and added free wireless internet accessibility to our customers. Astro Lounge’s departmental technology falls under the routine quadrant, which has low variety and high analyzability. We also have a sequential workflow, meaning everything is done in steps. Our coffee making process consists of many steps to get to the final product. These steps may become dull to 1 single person, so to combat job simplification, we cross train our employees through the steps of roasting the coffee beans to the brewing of the coffee. We also combat job simplification through job enrichment and through job enlargement. Depending on the employee’s capabilities, we determine what other tasks we can give. We can give the employee more responsibilities by having that employee roast and brew the coffee, and be the MC for the night.
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Currently, our Astro Lounge is in the collectivity stage of the organizational life cycle. We have strong leadership and want to grow and expand. Some of our goals are to increase market share and expand to 35 stores around the world by the end of 2008. Our problem during this stage is the need for delegation. Our leaders do not want to give up responsibilities, but if we were to expand, they need to give some responsibilities up. Each year, Astro Lounge holds a holiday banquet two weeks before Christmas to celebrate with the employees. In the fall, the company also holds an Annual Corporate Fall Ball where employees and their immediate family are treated to a get-away-weekend at the city of the company’s headquarter, the magnificent Chicago. In the summer, local branches within the local regions each hold its own mini picnics for its employees. This event is one day out of the year in which employees from different branches are divided into teams and compete for prizes in games such as the three-legged race, pie eating contest, obstacle course, and softball. One of our most famous stories is related to how Dave Mathews Band first started. Astro Lounge is where they got their break in the music industry. The symbol of Astro Lounge is the coffee cup. This tells people that we sell coffee, but in a unique setting that is revolutionary. Our founder thought very hard and came up with our slogan, “Astro-Lounge: Where Coffee and Entertainment Meets.” This is the slogan we stand by and will remember forever.



Astro Lounge Company History The humble beginnings of Astro Lounge started with one man, Christopher P. Widger. Widger was one of the original founders of Starbucks Coffee in 1971. He helped developed their coffee bean roasting technology and perfected the Starbucks’ taste. Then in 1987, Howard Schultz, a former director of marketing for Starbucks and then founder of Il Giornale Coffee shop, acquired Starbucks from Widger and his partners, but kept him as a consultant. Widger had
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been friends with Schultz and knew him well. He believed that they could co-exist and help make their company stronger and better. However, both had different views on where their business was going. Schultz wanted to expand Starbucks globally and make it convenient for anyone and everyone to grab a cup of Starbucks coffee, but Widger had a different idea. He did not want an “in and out” Starbucks on every corner of the neighborhood. Instead, he wanted to keep it “simple.” He envisioned a trendy, laid-back neighborhood type of coffee shop, where there is a stage for performances, movies for movie goers, books for the intellects, and most important great coffee for the coffee lovers. They could not resolve their conflicts, therefore Widger decided to leave Starbucks in 1988. He took with him his roasting technology and the brewing techniques, then moved to Chicago and started his own coffee shop business in 1989 calling it Astro Lounge. Business bloomed for Widger in Chicago as Starbucks did in Seattle. At first our customers were drawn in by our great tasting cup of coffee, but what made them stay was our lively Map of Astro Lounge’s Locations across the U.S. and Canada



environment. We quickly drew quite a following and became a



trend-setting hot spot in Chicago. Astro Lounge’s very first milestone was when our revenue hit the $1 million mark in 1990. Ten years later, our revenues have reached the $1 billion plateau. Our second milestone was opening our fourth branch in New York, seventh in Los Angeles, and
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our first international shop in Toronto, Canada. There are a total of 24 stores scattered all over the United States and Canada. Our third milestone was having the mayor of Chicago, Mayor Richard M. Daley came by to congratulate and recognize us for outstanding community service for promoting and preserving performing arts within the community. The Chicago Sun-Times called the Astro Lounge, “The best place for live entertainment.” Our fourth milestone was making Forbes Magazine’s “100 Best Companies to Work For,” ranking at number 45. Being acknowledged by a top business magazine, our company is proud to provide not only the best working environment but also the best health care and benefits for our employees.



Goals and Effectiveness How effective an organization is depends on the degree to which it achieves its goal.1 In order to do this, an organization needs clear and focused goals such as a mission statement or an official goal. In addition, it also needs specific and measurable operative goals. A mission statement or the official goal is the organization’s reason for existence2. These statements are important as well as powerful because they set out to establish the organization’s shared values and beliefs, and any goals and operations that it’s trying to achieve. An official goal also establishes legitimacy, which is the right of a company to exist. Astro Lounge is renowned for its uniqueness within the coffee and live entertainment industry. Even if one is a newcomer, he or she can understand and recognize the company’s value and purpose through its infamous mission statement or official goal: “Here at Astro Lounge, we support the performing arts and music community by offering coffee in a whole new way! We wish to provide the customer with a relaxing environment where coffee can be tastefully enjoyed and be accompanied with real time entertainment. We also wish to provide a 1 2
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comfortable, beneficial, and learning working environment for our employees. At Astro Lounge, our customers and employees are our family.” Astro Lounge’s mission statement makes it clear to its stakeholders what is the purpose of its existence to enhance the community and people’s lives by combining coffee and entertainment together in a unique setting. By doing so, the company is also supporting the performing arts and preserving music throughout. Both customers and employees are valuable to Astro Lounge and it wish to provide both an enjoyable place to visit and work at. A good example of an official goal of an actual organization is IKEA. IKEA and its concept are based upon its clear mission statement: “The IKEA vision is to create a better everyday life for the many people. We make this possible by offering a wide range of welldesigned, functional home furnishing products at prices so low that as many people as possible will be able to afford them.”3 IKEA has found its niche in the market place. The company proudly states that “The IKEA Concept is founded on a low-price offer in home furnishings.” The company wants to better people’s lives by providing functional home furnishings that is affordable to everyone. They do this by taking the concept to the core of their designs. Every product they sell can be easily transported, and assembled by the customer themselves, and therefore allowing their price to be competitive. Besides having an official goal, a company must also establish its operative goals. These goals set out specific measurable outcomes or actual operating procedures that the company is trying to accomplish in the short run4. Different from the mission statement which are general, operative goals are specific in what the organization is going to do because they are both measurable and objective. This means that they must be quantifiable with numbers and
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deadlines. Overall, the purpose of operative goals is to provide employees with directions and motivations, set decision guidelines and to set standards of performance.5 These goals often direct the company in areas of overall performance, resource management, market share, employee development, innovation and change, and productivity.6 Astro Lounge has four operative goals that it sets out to accomplish. They mainly fall in the area of improving market share, overall performance, productivity and resource management. First, the company needs to increase its market share from the current 8% to 12% by January 1, 2006. In other words, capture 4% of the market by next year. This will help the company to grow and increase its profits and sales. Also, the organization needs to maintain a 3% market growth per year for the next three years. In addition, sales every quarter must be equal or greater than the previous quarter. By December 31, 2005 sales need to be increased by at least 10% and every year thereafter. The company also hopes to decrease its coffee bean resource dependency by acquiring at least 5 coffee plantations by June 30, 2006. A company that also has operative goals to maintain focus on its primary task is Hyatt Corporation (which includes Hyatt, Hyatt Regency, Grand Hyatt, and Park Hyatt). Hyatt Corporation is a provider of hotel and resorts to the public. They currently hold 213 hotels/resorts of over 90,000 rooms in 43 countries around the world7. In order to remain competitive, Hyatt like any other company is always looking to expand. Last January of 2005, Global Hyatt Corporation had added 143 U.S. properties to its growing portfolio in which they will renovate and construct in 2006. The company’s three operative goals include constructing three grand hotels in three different locations around the U.S. The first of the three is constructing the Hyatt Regency Lost Pines Resort and Spa to be located in Austin, Texas. This 5



Daft, 2004, page 59 Daft, 2004, page 57 7 Hyatt corporate website: “Press Room-Future Hotels/Resorts” 6
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resort will have 500 rooms scheduled to open in the mid of 2006. The second project is the construction of the Hyatt Clearwater Beach at Clearwater, Florida which will have 246 rooms to be completed by mid of 2007. The last of the three future hotels will be the Grand Hyatt Las Vegas to be built in Las Vegas, Nevada. This hotel will be the largest of them all having 2700 rooms and scheduled to open in 2008.8 When managing an organization, a company often will run into many goals conflicts because different people often have different things that they consider to be important. Managers find that if they can balance the needs and interests of various stakeholders, they would be more effective. A stakeholder is any group within our outside the company that has a stake in the company’s performance9. This approach is known as the Stakeholder Approach to Effectiveness which integrates diverse organizational activities by considering who the organizational stakeholders are and what do they want from the company10. In other words, we consider who our most important stakeholders are and what their goals are. At Astro Lounge, our most important stakeholders are our customers, our employees, and our suppliers. For our customers, when they walk through any of our local branches, they would expect two primary things: good-tasting gourmet coffee along with enriching entertainment experiences and great customer service. Our employees on the other hand expect good benefits and pay and a flexible and comfortable working environment. Our suppliers also have their own interest in that they want satisfactory transactions with each of our local chain and revenue from our repeated purchases. It’s important that our organization assess the goals of our stakeholder’s because failing to meet them can reduce its effectiveness and take a toll on its productivity.
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An admirable company that also has its own Stakeholder Approach and is also at the frontier of digital photography and imaging is Kodak. Kodak was found by George Eastman in 1888 and continues to grow and prosper today. Kodak’s success has been attributed to its attention to its stakeholders. Eastman has three business policies which can describe who are Kodak’s most important stakeholders and their goals: “foster growth and development through continuing research, treat employees in a fair, self-respecting way, and reinvest profits to build and extend the business.”11 From this it can be seen that Kodak’s stakeholders includes its customers, its employees and its investors. Kodak always thrives to develop new products and research on how they can make their products easy to use. Its customers have two goals in mind when accessing their products: quality and innovativeness. For this reason, Kodak’s attention to quality is tremendous and its goal is to always exceed its customer’s expectations. Kodak’s employees also have specific interests in mind: they want to be taken care of and they want to be treated fairly and with respect. To accomplish this Kodak follows the policy mentioned previously by its founder and also strives to provide an environment where all employees can contribute their fullest potential. In fact, Kodak was among the first companies to offer pension and profit sharing benefits to its employees back in 1912. Kodak also introduced a family leave policy in the U.S a couple of years prior to when the Family and Medical Leave Act was made into law.12 Lastly, Kodak also values its investors who are interested in the overall performance of the company, its credible reputation and would like it to build and expand the business. Kodak work toward



11 12
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appeasing its investors by valuing them and believing that they have “a right to expect an honest, complete accounting of the business.”13



Resource Dependency Many organizations depend on one another to survive in the business world. However, too much dependency on other organizations is detrimental to the company. Uncertainties caused by the ever changing environment only add to the complexity. According to the book The External Control of Organizations: A Resource Dependence Perspective, the key to organizational survival is the ability to control needed resources.14 Resource dependency means, “Organizations depend on the environment but strive to acquire control over resources to minimize their dependence. Organizations are vulnerable if vital resources are controlled by other organizations, so they try to be as independent as possible.”15 Therefore, as a company we also try to minimize our resource dependency by adapting to the changes of the business environment. One way of minimizing resource dependency is by establishing interorganizational linkages, and there are seven different types of linkages. The first linkage is ownership, which means that an organization is buying a part of, acquiring all of, or merging with another company that is producing the resources that they need. This way the organization does not have to worry about depending on the other company for their resources because they have access to the resources they need within their own company. The second linkage is forming strategic
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alliances, which is establishing long-term contracts, agreements, or joint ventures with another company. This happens when both organizations can mutually benefit from one another.16 Cooptation is the third linkage and this occurs when leaders from the environment are made a part of the organization. These leaders are influential customers or suppliers. By appointing one of these leaders to the company’s board of directors, the organization is establishing a favorable relationship with them. Therefore, when these leaders are making their decisions relative to the company, they are more likely to make a decision that is in favor of the company’s benefit and interest.17 The fourth linkage is interlocking directorates, which occurs when a member from one board sits on the board of another company and vice versa. Like cooptation these board members can look after the interest of their own company and influence the decision making process in their favor or to their benefit.18 The fifth linkage leads to executive recruitment. This happens when a company transfer or exchange an influential board member to their company to network. This is different from interlocking directorates in that the board member is only serving on one board but still has a lot of influence and power between organizations.19 Advertising, which is influencing the taste of the consumer for your output, is the sixth linkage. Through it the company tries to sell their product or service. This is the most traditional way of establishing favorable relationships. However, the sales of products and services are not enough; a company also needs to sell its image to the public, which is also known as public relations. Public relations, the last linkage, are similar to advertising but instead of influencing
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the taste for a product, it is influencing the public’s view of the company. They are trying to sell the image of their company to the customers, suppliers, and government officials.20 Like most organizations, Astro Lounge’s success depends on other organizations. There are three companies that we are dependent upon. The first and most important is the Juan Valdez’s Colombia Coffee Beans Company.21 They are our company’s sole provider of our coffee beans. Since a coffee shop cannot exist without coffee, we are very dependent on Juan Valdez. To reduce our dependency, we established the interorganizational linkage of ownership by acquiring the Juan Valdez’s Colombia Coffee Beans Company. Our company controls the growing process, the quality control, the types and the roasting style of all the coffee beans. No longer does Astro Lounge have to depend on any other company for our coffee because we have our own supply of coffee beans as long as we own Juan Valdez. Another alternative that we could have considered is strategic alliances. By signing a contract with Juan Valdez, it would guarantee us a long-term supply of coffee beans, and reduce our dependency temporarily. However, contracts would eventually expire and then we will have to re-negotiate. Astro Lounge is in a business of selling coffee, and we can not afford to have a coffee bean supply shortage or problem with our supplier. Therefore, ownership was a better choice to strategic alliance. Sweet Stuff Bakery is the second company that Astro Lounge depends on. They are our only source of baked goods. To minimize this dependency we applied the interorganizational linkages of strategic alliances and advertising. With strategic alliances, we signed a contract with Sweet Stuff Bakery that allows us to sell their bakery goods exclusively at our locations. At the same time we are advertising their product in our stores along side with our coffee. Astro
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Lounge’s dependency for bakery goods will be reduced for as long as the contract holds because we have an understanding that they will supply the goods and we will advertise and sell them. The third company that we depend on is Solo Cup Company, a disposable utensil manufacturing firm,22 which provides all of our cups, lids, straws, plates, bowls, and napkins. To minimize our resource dependency from Solo, our company established a strategic alliance with them. Astro Lounge signed an exclusive contract with Solo to produce all of our utensil needs. As a result, our needs are secured and the contract holds everyone involved accountable. Both organizations benefit from the agreement. In the long-term, Astro Lounge acquires all the products that we need for our business and Solo gets the benefit of having our business. Another alternative linkage that could have been used is ownership. We could have bought the Solo Cup Company and produce everything ourselves, so we would never have to worry about shortage of utensils. However, the disadvantage is it would be too costly and too time-consuming. We would rather hire an outside source to handle all the production of our cups, lids, napkins, and such for us. Just like we are dependent on certain companies, others are also dependent on us. Astro Lounge gives opportunities for local musicians, bands and acts to perform at our venues. We are providing them with a stage to shine, perform and just do what they do best. Hopefully by us spot lighting their talents, they can get recognized, and go on to be successful. So in a sense, local bands and acts are relying on us for exposure. Our customers also depend on our company. They are used to drinking our brand of coffee every morning. It is a routine that if put out of order, their morning would feel incomplete. Astro Lounge caters to the customer’s craving by providing them with what they want, which is our famous freshly brewed cup of coffee. Every morning, patrons come in for a fresh cup of 22



"Solo Cup Company," Product & Business



13



coffee to start their day and another cup of leisure coffee in the evening to relax. Along with coffee, we provide them with live entertainment like no other. Finally, there is a place where people can go to relax and soak in the atmosphere. This is what makes us a unique, one of a kind coffee shop. We are one of the best in what we do in our industry, and so is Best Buy in the electronic business. Best Buy is North America’s foremost electronic store, providing costumers with consumer electronics, home-office products, and entertainment software and appliances.23 Two organizations that Best Buy is actually dependent on are Sony and Geek Squad. “Sony is a leading manufacturer of audio, video, communications, and information technology products for the consumer and professional markets. Sony is one of the most comprehensive entertainment companies in the world.”24 Best Buy is known for their electronics, technology and entertainment, and Sony is one of their biggest sellers. A big part of Best Buy’s sales comes from Sony’s products, and they are dependent on Sony for that simple fact. Without Sony’s products, Best Buy would lose a majority of their costumers who prefer Sony’s brand electronics. Sony is not dependent on Best Buy because they have other retailers to choose from. On the other hand, Best Buy does not have that luxury because if they lose Sony, it is going to be hard to find a replacement that has the brand recognition and can draw in the sales like Sony did. Two ways that Best Buy can reduce their resource dependency from Sony are to establish an interlocking directorates and advertising. By establishing interlocking directorates, a board member from Best Buy sits on the board of Sony and vice versa. The members that are on both boards can look after the interest of Best Buy and Sony since they are now part of both companies. The board member from Best Buy can influence the decisions that can potentially harm them by serving on the
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board of Sony. Another possible linkage is advertising. Best Buy could help advertise Sony’s products in store, in newspapers and on their store website. This way everyone benefits, Sony gets the exposure and Best Buy gets sales. The Geek Squad is a technical support and service team that assist customers when they have technical difficulties with electronic products. The Geek Squad Agents are all trained with technical skills that normal Best Buy employees do not have such as installing networks, removing computer viruses, and upgrading hardware and software.25 While, Best Buy can still sell their products, they would not be able to provide their customers with technical services without the Geek Squad. Therefore, Best Buy is dependent on the Geek Squad for their technical knowledge and support. One way that Best Buy may be able to minimize their resource dependency from the Geek Squad is to establish ownership. By acquiring the Geek Squad, they would become a part of Best Buy. Hence, the Geek Squad Agents would become Best Buy employees and could offer all the technical support they want to their customers. An alternate linkage could be strategic alliance. By signing a contract with the Geek Squad, they can reduce their dependency because there is an understanding that they have to provide their service to Best Buy’s customers. Best Buy would rent out some space for the Geek Squad to do their business independently and at same time they will have to serve Best Buy’s customers also. Just as Best Buy is dependent on Sony and the Geek Squad, Best Buy’s employees and costumers depend on them. First, the employees depend on Best Buy because they provide them with their jobs and pay their salaries. This is true with all employees and employers relationships. By doing their job they get paid by their employers. So it is with reason when we say employees are dependent on the employers. Without Best Buy, the employees would not have a job so they would not get paid. The customers are also dependent on Best Buy because 25
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they are one of the most well known electronic stores. They trust the products that Best Buy carries because they know from experience and from reputation that Best Buy is one of the stores that carry products with the best quality. Therefore, customers may feel incline to buy most of their electronic items from Best Buy and in away is dependent on Best Buy for their electronic purchases.



Organizational Isomorphism “The word ‘isomorphism’ applies when two complex structures can be mapped onto each other, in such a way that to each part of one structure there is a corresponding part in the other structure, where ‘corresponding’ means that the two parts play similar roles in their respective structures.”26 When applied to an organization, isomorphism is the rationale to why two companies are similar. Many companies today are very similar. Take the fast food industry for example. When one restaurant comes out with a new popular product, its competitors will most likely come out with similar products to try to capture the market. Today, many companies are the innovators. These companies come out with new technology, new products, new styles, etc. They are also the companies who take the bigger risks, because there is uncertainty whether the new products will be popular or not, which may result in the company wasting their time and money. On the other hand, if new products become high in demand, competitors will most likely come out with their own versions that are cheaper and cheaper to try to steal market share. But, is it wrong for companies to steal ideas? According to Blackwell Synergy, isomorphism leads to legitimacy. Blackwell Synergy states, “A fundamental proposition of institutional theory is that isomorphism leads to legitimacy. Organizations conforming to commonly used strategies, structures, and practices 26
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appear rational and prudent to the social system and, therefore, are generally considered acceptable. These commonly used strategies, structures, and practices often emerge from the interactions of organizations within an industry or field and other stakeholders. They may also be imposed by powerful entities like the state, implying strong incentives to conform.”27 The reason why companies are similar to one another is because of organizational isomorphism. There are three types of organizational isomorphism, mimetic isomorphism, coercive isomorphism, and normative isomorphism. Each of these gives us reasons to why companies are similar. The first type of organizational isomorphism is mimetic isomorphism. The word mimetic contains the word “mime” which means to copy, which is what some organizations do. For example, when Company A sees Company B becoming very successful, Company A will benchmark Company B, which means that Company A will copy what Company B is doing. This in turn may help Company A steal some of the market share from Company B. Mimetic isomorphism happens frequently in the world today. How many fast-food restaurants have similar menus? How many electronic companies come out with the same products? MP3 players have become popular since Apple introduced the iPod. Sure there were other MP3 players out there before the iPod, but none of the other MP3 players could hold 20GB of songs inside such a small, sleek design. Who knew that Apple could take the idea of an MP3 player and expanding the features in so many ways? As Apple states on their website, “Witness the evolution of the revolution. First it played songs. , then photos, then podcasts. Now iPod plays video, changing the way you experience your music and more.”28 This statement refers to the “new” iPod that has a capacity of 30GB or 60GB and has more features than the original iPod.
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The second organizational isomorphism is coercive isomorphism. Coercive isomorphism exists when an organization adopts certain norms because of pressures exerted by other organizations and by society in general. Bars, for example, are prohibited from selling alcohol to people who are under the age of 21. Also, bars are prohibited from selling alcohol to anyone after a certain time of the day, usually around 2 a.m. These are some of the laws that are passed and must be followed. This is a reason why companies or bars are similar because they have certain laws regulating what they can do. The third type of organizational isomorphism is normative isomorphism. Normative isomorphism exists when organizations indirectly adopt the norms and values of other organizations in the environment. This means that companies are trying to adopt the norm for the industry so that they will not be left behind. Technology is growing rapidly and is the norm, but if a company does not adapt to the growing technology, they may not be able to succeed. This shows that companies are similar because they will all adapt to the norms of their industries and provide similar service/products. Take farming for example. Back then, farmers made a living by planting things and raising cattle and selling them to make profits. When technology came, there was less use for farmers because technology was becoming the norm and companies relied on technological means of obtaining their fruits and vegetables. So, farmers needed to adapt to the technology in order for them to keep up business. The three types of organizational isomorphism affect our Astro Lounge in many ways. Our founder looked at other companies and found many things that would work well for our lounge. First off, he benchmarked Nordstrom for their great customer service and customer satisfaction. According to the Nordstrom website, they are “committed to the simple idea our
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company was founded on, earning the trust of our customers, one at a time.”29 This shows us how much Nordstrom valued their customers and our founder wanted to do the same for his company, but altered it a bit. Why not satisfy both the customers as well as the employees? By using mimetic isomorphism, our founder was able to come up with our goal, to have great customer satisfaction and great employee satisfaction. With happy employees, we can be sure that they will do the best they can while they work, and with happy customers, we can be sure that the customers will come back, and being open 24 hours means they can come in anytime they want. Although the Astro Lounge is open 24 hours, we have to abide by the laws imposed upon us. As with many bars, it is against the law to sell alcoholic beverages to anyone under the age of 21. Also, we are not able to sell alcohol at all after 2 a.m. These laws were imposed upon us as well as most of the remaining 50 states. This shows we are similar to bars and nightclubs because of the laws we must follow and are similar through coercive isomorphism. Through normative isomorphism, the Astro Lounge has adapted to the “norm” of the technological era and has allowed access to the internet through wireless fidelity, or Wi-Fi. Today, most coffee shops and bookstores, such as Starbucks, Borders, Barnes and Noble, and Panera Bread, have wireless internet availability for their customers. Even McDonald’s has WIFi now. The difference between the Astro Lounge and some of the others is that the Astro Lounge does not charge a fee to use its Wi-Fi network. We like our customers to not have to worry about paying extra money to use the internet. So, our customers can come in with their laptops and log on right away. Our goal is to have customer satisfaction, and we plan to do this by taking care of them.
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The fast food industry has many restaurants that use mimetic isomorphism. McDonald’s, Burger King, and Wendy’s are big competitors of each other. When you walk into McDonald’s, you will see that its menus are very similar to that of Burger King and Wendy’s. When one restaurant came out with the chicken nuggets, or the chicken strips, its competitors quickly realized how much success these new products were and quickly came out with their version of the products. Also, when one restaurant came out with the value menu, the others quickly followed. This shows that companies are paying close attention to their competitors, to make sure that the competitors do not take the market share and run with it. While watching television, how many times do you see nudity or profanity? Chances are, very little unless you are watching cable television with the premium channels. Why is it that these stations do not show nudity or profanity? It is because there are certain standards that the television stations must follow. Profanity and nudity are not shown due to the fact that young children watch television almost everyday. Parents would not like their children watching anything with violence or profanity or nudity, and television stations must keep these parents happy or else they will be hearing from them. This coercive isomorphism shows how all television broadcast networks are similar because they are all not advised to show any explicit footage. When Sony came out with their CD-based Sony PlayStation gaming system, Nintendo stuck with their old cartridge-based system. When Microsoft came out with the Xbox, they followed Sony’s example and created it as a CD-based system. Most of the gaming companies had adopted the CD-based games, including the Sega Company, who no longer makes gaming systems. Soon thereafter, Nintendo finally decided to create its next generation system, the Nintendo Gamecube, as a CD-based system, but they altered it a bit. Instead of using the regular-
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sized discs, they used discs that were smaller in size. Nintendo saw the popularity of the CDbased games and wanted to get in with the action. Nowadays, videogames are created as CD/DVD-based and you will most likely not see very many cartridge-based games in the near future. Technology Technology is the means of turning inputs into outputs. An input is an item that is used before the finished product is produced. Items such as raw materials, information and ideas are inputs. Outputs are the finished products themselves and services.30 In the world of technology there are three types of organizations. The first is traditional manufacturing that has three subcategories or subcomponents of production types. The first type is small batch production, which relies highly on a human operator and very little on machines. The second is large batch production, which is a manufacturing process that has long production runs with very little variations and very little human interactions. Finally, continuous production process is when the production of the product is completely mechanized and the outcome is highly predictable. The second type of organization is flexible manufacturing. Within flexible manufacturing small batch manufacturing has the ability to produce like a large batch production company. There are also three subcomponents in flexible manufacturing, one being Computer Aided Design (CAD), the second being Computer Aided Manufacturing (CAM) and the last one being Integrated Information Network.31 The third type of organization is the Service Firm industry. A distinction of a service firm is that it is growing at an exponential rate, production and consumption are simultaneous, customers can participate, labor and knowledge intensive, and quality is perceived just to name a few.
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A company like Jimmy John’s for example, is both a service firm and small batch production. Jimmy John’s is an example of a service firm because it relies on human operators and that production and consumption is simultaneous, but Jimmy John’s is also considered a small batch production company because it does rely on human operators. Jimmy John’s is also a service firm because they produce a product for a customer and is in a way consumed immediately and the quality of the product is determined by the consumer. At the same time Jimmy John’s is considered a small batch production company as well because the production of
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Astro Lounge’s departmental technology falls under routine, which has low variety and high analyzability as shown in the chart above. Within this quadrant it means that the tasks are formalized and standardized from a day to day basis with little to no variation and can also be measured. The duties within Astro Lounge can be repetitive duties such as processing the coffee beans, pouring coffee, serving the customer, making the store look presentable to the customers and making sure that they feel welcome. The duties at Astro Lounge can be quite boring as to the way we roast our beans every morning and as to the process in which the coffee is brewed. At Astro Lounge we depend on each employee to put their collective efforts to satisfy the customer, but as to how we reach that goal there is a sequence of things that need to be done. Our interdependence is a sequential workflow because we have steps that have to be done to satisfy
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our customers. The first step is the temperature at which the beans are roasted along with time spent in the roasting process. The second would be how fresh the beans are at the time of grinding along with the fineness of the grind. The last and final step to making that perfect cup of coffee is the water. As shown in the table below the time spent in roasting effects the flavor that is given when brewed. After the beans are roasted, they are cooled before being put into the coffee grinder. The finer the grind the stronger the flavor you get out and into the pot when brewed. Standard coffee makers use a coarser grin, the American drip coffee is even coarser but the finest of grinds is used by espresso machines. The last important item that goes into that perfect cup of coffee is the freshness of the cold water and the temperature at which it is boiled to extract all the flavors out of the ground beans. At Astro Lounge we roast all our beans right before we grind and brew them. That way our customers are guaranteed the best cup of coffee each and every time they come into our store. 32



Roasting Time Time Spent



Type of Roast



7 minutes



light roast; typical American mass market



9 – 11 minutes



medium roast; full bodies roast usually called “city roast”



12 – 13 minutes



dark roast; French or Viennese



14 minutes



darkest roast; espresso roast



Another company that falls under the routine quadrant in the departmental framework is Circuit City. Each employee at Circuit City has specific duties that they are responsible for. An employee who is assigned to selling computers cannot leave their department to sell a television
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and vice-versa. At Circuit City, there things that each department has to do, like maintain a presentable area to the customers, make sure the price tags are up to date and restock items that are either in the wrong place or low in quantity. Each employee is specialized within their own department, thus if a customer needs help, they need to be directed to someone in that specific department. For example, the employee in the computer department can tell you just about everything that you need to know about the newest laptop model from Sony compared to the newest Toshiba model. However, if you put that same employee in the car audio department they are just as useful as the label under the unit.33 Other organizations such as Bally’s have pooled workflow interdependence where all the efforts from every employee are to help each customer to obtain their goals. At Bally’s when a customer comes into workout their goal is to tone their body, shape their figure, get stronger, or shed a few unwanted pounds. While the goal of each employee is to make sure that each customer is working their target muscle correctly so they can get their desired results. No matter what time of day it is, no matter who is working the goal of every employee is the same.34 As in any organization there are issues with job simplifications. Astro Lounge combats with job simplification by cross training our employees on each step of our workflow from roasting the coffee beans to brewing the coffee. We cross train our employees so that they have knowledge in each of the steps in brewing a cup of coffee. This in turn will allow job rotation to be much easier with every employee having learned how to roast the beans, which type of grind is needed for each specific type of coffee and much more. For example, if an employee calls in sick another employee can easily be called in to fill-in for the personnel shortage in that
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particular shift. Also the employee filling in would not have any problems because they would have had previous training to every step in brewing the perfect cup of coffee. Another way that we combat with job simplification is through job enrichment or job enlargement. When an employee shows that they are very capable of all the duties that are required of them they are given more responsibilities first as a screening to see if they can handle the pressures of a branch manager. If the employee shows promise they are then sent to training to become familiar with the standard paperwork that a branch manager has to file and procedures that have to be followed. Another way that companies combat with job simplification is to give an employee more responsibility. Take FedEx Kinko’s for example they do not have enough positions within a store to rotate employee around so they turn to job enrichment before turning to job enlargement. First the employee has to show that they are capable of dealing with the stress of more responsibility before being promoted. Just like any other company FedEx Kinko’s would like for their employees to take baby steps before promoting their employees. FedEx Kinko’s believes that you must learn to crawl before you learn to walk.35



Organizational Life Cycle Like any living being, organizations are born, grown, mature and eventually die. In management terms, this is called the organizational life cycle. There are four stages in the organizational life cycle, entrepreneurial, collectivity, formalization, and elaboration.36 The first stage is the entrepreneurial stage. This is when the organization is first born, and their goal is to survive in the market. 37 The founders are entrepreneurs and innovators. The
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company is created from their vision and they need to devote a lot of time and effort into the organization, making sure the production process and marketing are on task. At this stage the organization is informal and nonbureaucratic. The crisis at this stage is the need for leadership. As the organization grows, there is going to be more employees working for them. Although the company has their owners, they may not necessarily be good leaders. Most of the time these owners are entrepreneurs and inventors who would prefer to focus on inventing, making, and selling their new products. They would rather hire a strong and able manager to manage and lead the company. The second stage is collectivity. At this stage, the company has strong leadership, and their goals and the direction are clear. The structure of the organization is developing well with hierarchy of authority, departments, job assignments and division of labor. The goal during this stage is growth. However, the crisis that they face here is a need for delegation.38 Top management often does not want to lose control but the lower management feels the need to gain more freedom. They feel they are capable now and that they do not need top management to control their every decision. But the top management does not want to give up their responsibilities because they are so successful with their leadership. However, in order to continue to grow they will need to delegate responsibilities. The third stage is formalization. Everything in the organization becomes formalized. There is a set of rules and procedures in place. Units are decentralized to improve coordination. Top management completely hands off of the operation process and leaving it to the middle management team. All they worry about now is the strategy and planning of the company. The goal is to have internal stability and market expansion. Their crisis is too much red tape.39 The
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communication becomes too formal. At this point the company has become so big and complex that managing it through formal programs will not work. The middle management feels tied down, and innovations are restricted. The fourth and final stage of the organizational life cycle is elaboration. The organization is very mature and bureaucracy has reached its limits. The managers seek to develop team oriented skills. Formal controls are reduced due to social control. Managers are learning to work within the bureaucracy to prevent further red tape. Formal systems are simplified and teams are formed across functions or divisions to achieve collaborations. The goal of this stage is reputation. The crisis is the need for revitalization.40 After a company has its run in the market, they may need to revitalize their organization and their products. Once they have peaked at their maturity level, they usually go in a temporary decline. This is the time to innovate and create something new that can rejuvenate the company. Right now, the Astro Lounge is in the life cycle stage of collectivity. We have already passed the entrepreneurial stage. There is strong leadership and we have a clear sense of where our company is going. We also have clearly defined goals so that our employees will know what and how to strive for it. Our current goal is to grow and expand. By growing we mean we want to increase our current market share as mentioned in the companies’ operative goals. We currently have 24 stores in the United States and Canada. We want to expand to 35 stores by the end of 2008, including going overseas to Europe and Asia. Our plan is to open up our coffee shops in the United Kingdom, France, Italy, Germany, China, and Japan. With our plans to expand globally, we have established a hierarchy of authority, departments within the organization, and division of labor.
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We already have a regional department and international department. Once we expand overseas, we are going to divide the international department by countries. We are also developing a department of human resources, and research and development. In placed are the division of labor, this includes growing our own coffee beans and roasting them. That division deals with all the technical process of getting the beans ready for brewing. Then there is the division of service, which is the Astro Lounge coffee shop itself. This is the division that is in charge of teaching our employees how to brew and serve our coffee. So we have a division for growing and roasting coffee beans, and a division for serving them. Currently, Astro Lounge’s top management still controls most of the company, and they are not yet willing to give up their responsibilities. They still have supervision over the entire company. The next level is the middle management who is our regional managers. They are in charge of all of our stores in a certain region, and they will have to report back to the top management. Next level down is lower management, who are our store managers. They are responsible for managing their store, checking inventory supplies, booking acts, and just making sure the operation runs smoothly. They are becoming very self sufficient but they still have to report back to the middle and top management, although the top management still overlooks their progress. The top management’s obsession with control would lead us to our crisis. The crisis that we are facing now as an organization is the need for delegation. As mentioned before, our top management is reluctant to give up their responsibilities. Our company has grown and flourished with them leading us. However, our organization is still growing, and the top management can not possibly handle everything anymore. It would be detrimental to our company if they held on to their control. Many of our middle and lower management personnel are capable of handling their tasks and more responsibilities. It is not
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necessary for top management looking over their shoulders. We are expanding globally and the top management can not efficiently manage both the overseas market and the market at home successfully. It is just not possible and it is inefficient if they do. Even here in the United States, we have to delegate some of the responsibilities to the regional managers and the store managers. There are just too many stores for the top management to keep track of and maintain. Our company is growing fast and we need to delegate responsibilities in order for us to continue to grow. Sony is one of the companies that are in the entrepreneurial stage of the organizational life cycle. Sony is a company that relies on its Research and Development team to come up with new innovative ideas that will help them increase revenue and gain market share. Thus far, Sony has come out with many innovative products and is the leader in the gaming industry. Its Sony PlayStation system is the most popular system, taking over the gaming title from Nintendo. Some of the products that Sony has are digital cameras, cell phones, CD players, MP3 and MiniDisc players, and personal computers. Even though Sony has all of these products, it is not enough. With other companies continuing to come out with new products, Sony needs to act quickly. Their current goal at this stage is that they need reputation. Without reputation, how many people are willing to buy their products? In this industry though, it is difficult to gain reputation due to the fact that there are many more companies trying to do the same thing as you are. People do not know which company is better. This is the crisis that they must overcome. Sony needs revitalization. Sony’s R & D team need to act and think quickly, or else its competitors may beat them to the punch. When Sony joined forces with Ericsson and became Sony Ericsson, they came out with new types of phones that have features others have not come out with yet. Sony needs to
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continue to come out with new products in order for them to survive. With the next generation of gaming systems coming out soon, Sony has been in development of its PlayStation 3 system to jump back in the gaming industry. With Microsoft’s Xbox 360 and Nintendo’s new system currently codenamed “Revolution” coming out, Sony has to work harder. Nintendo and Microsoft want to steal the PlayStation’s thunder and Sony needs to stop them. Sony has four Research and Development and Engineering facilities in the United States and they are located in San Jose, CA, San Diego, CA, Boulder, CO, and Park Ridge, NJ.41 With these four facilities, Sony was able to come out with products that people in the United States would like. Also, according to its website, “Together with our employees, Sony in America is working to improve our communities and the world around us.”42 With this statement, it shows that Sony is gaining reputation through helping the communities. By gaining reputation, Sony would be able to steal more of the market share from many of its top competitors. Looking back at Sony, they are a company who relies on other companies to market their products and sell their products for them. This is why Sony needs to gain more reputation. If Best Buy notices that the Sony products they are carrying do not sell, they would take those products off the shelf to make room for other products. If Best Buy finds better products, then Sony’s products will get less shelf space, and less shelf space means that competitors are taking over. Sony needs to make sure that this does not happen. They can do this by making new, innovative products quicker than its competitors. Technology grows very fast, and if you cannot keep up, then you are out. This is the mindset Sony needs to have.



41 42



Sony.com Sony.com



30



Organizational Culture According to our textbook, culture is a set of values, norms guiding beliefs, and understandings that is shared by members of an organization and then taught to new members that enters it. Although it is not written, it is often felt by the entire organization.43 The values within Astro Lounge are driven from the top and filtering down ward. This means that our beliefs or norms are carried from the top level management down to our employees who interact with our customers. Our company firmly believes that in order to be successful, our employees have to be happy before they can make anyone else happy. To further aid our employees and customers to understand their importance to us, we have incorporated in our culture four manifestations: rites and ceremonies, stories, symbols, and languages. Rites and ceremonies are elaborate, planned special event activities that are often conducted for the benefit of an audience.44 There are four types of rites and ceremonies: rites of passage, rites of enhancement, rites of renewal, and rites of integration. Rites of passage are meant to help ease the transition of new persons into the organization and establish their social roles. Rites of enhancement are held for the purpose of enhancing social identities and increase status of employees. Rites of renewal are meant to improve organizational functioning and social structures. Lastly, rites of integration help create common bonds between employees, increase good feelings and commitment levels.45 Every year, the Astro Lounge holds a Corporate Holiday Banquet in celebration with its employees. The banquet usually takes place about two weeks prior to the Christmas holiday and is held at an elegant hotel for each regional division. It includes an end-of-the-year “Recognition Ceremony” where the top best managers and hardest working employees are recognized and 43
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appreciated. Rewards from the ceremony include cash prizes, gift certificates to department stores, and names-engraved plaques. Such is an example of the rites of enhancement category because it seeks to increase the status of employees by offering awards and also enhance their social identities. In addition, during the time of holidays, it’s also been a tradition for every employee family at Astro Lounge to receive a turkey as a holiday gift besides the usual Christmas bonuses that are rewarded. In the fall, another major celebration is the Annual Corporate Fall Ball where employees and their immediate family are treated to a get-away-weekend at the city of the company’s headquarters, the magnificent Chicago. The attendees are invited to stay at the Park Hyatt Chicago hotel on North Michigan Avenue for 2 nights and 2 days, all lodging and dining expenses paid for. This is among one of the favorite ceremonies among our employees who look forward to it every year. Families alike all gather to plan their trip or “vacation” to Chicago and attend the Fall Ball as early as 6 months ahead of time. It is our most liked celebration and one that is remembered throughout the year. In the summer, it calls for mini picnics for everyone. This event is the one day out of the year in which employees from different branches are divided into teams and compete for prizes in games such as the three-legged race, pie eating contest, obstacle course, and softball. All of these mentioned are examples of rites of integrations where employees are encouraged to interact, bond with one another and create positive energy. The Astro Lounge is certainly a place where employees can enjoy working and learning because the company can provide in all a good work-life balanced schedule. Overall, the Annual Holiday Banquet, Corporate Fall Ball at Chicago, and the summer picnics falls are the rites and ceremonies manifestation of our culture here at Astro Lounge. What
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this says about our culture is that we care about our employees. Like it said in our mission statement, our employees are also our family. We know they work hard throughout the year and like everyone else, they need to be valued and rewarded. We want to create a work-life balance for our employees so that their social needs are met and to also provide a comfortable and enjoyable working environment. At Astro Lounge, a happy employee means happy customers which will result in great productivity. A story is the second form of manifestation of culture. Stories are narratives based on true events that are often shared among employees and members to give them an idea about an organization.46 The Astro Lounge story is a unique one and we still tell them to all of our employees from time to time. When Astro Lounge was still trying to make its name known to the community of Chicago there were hard times for the company back in the days. We were a newly opened store that was struggling to get any entertainers in to excite our customers. It had seemed that we either were not looking in the right places or that no band wanted to play in our coffee shop. As the months went by with no visible increase in sales, our hopes for success were slowly dying down. Then on the night of April 1, 1991 a group of gentlemen walked in to order some coffee. They sat around for a little bit, relaxed and conversed among themselves. Our employees had thought nothing of it, thinking that they were just a few friends stopping in for a cup of coffee. An hour had passed and one of them finally got up out of his seat and walked up to the counter and asked if they could perform onstage. Well having such bad luck in the beginning in inviting entertainers in to perform, the local manager of that shop at the time was very excited and more than happy to accept. The group of newcomers then gathered their instruments from their van, setup up on stage, and then began to introduce themselves to the audience as “Dave Matthews Band.” They drew quite a crowd that night. Business had never been as busy that night 46
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since the first night we opened. Ironically, there was a talent scout among the audience that night at the lounge and the Dave Matthews Band knew of its first break at the entertainment business. Following their performance at our coffee shop, the band went on to perform their first official gig on May 11, 1991 at Charlottesville and many more shows thereafter.47 Today, Dave Matthews Band is almost known to everyone. Thanks to that infamous night, many other bands began to come to Astro Lounge for a chance at the spot light. Today, we have so many reservations that in order to obtain a time slot, bands often have to book at least three months in advance. The Dave Matthews Band story has always been one that is favored by our employees. Our managers still tell it to new employees during their training and orientations. We still hear it sometimes as the topic of discussion during the annual celebrations. It has always been a milestone in our history and everyone is proud to talk about how the Astro Lounge helped the Dave Matthews Band on their way to stardom. This story connects every employee and management together and reminds them that we are a company that wants to promote and preserve the performing arts within the community. Often, it reminds everyone of their communal purpose. We even have some employees tells how anxious they are about coming to work each day because they never know who will walk in that door to sit down and have a cup of coffee. A symbol of a company is something that represents another. Items such as ceremonies, stories, slogans, logos and rites are all symbols.48 The Astro Lounge’s symbol is the coffee cup. We chose the



47 48



Dave Matthews Band Official Website: “History” Daft, 2004, page 365



34



coffee cup because we want our customers to first associate us for our great tasting coffee. In addition, the musical notes that arises from the cup as if it was steam represents the entertainment that we provide along with coffee. We believe our symbol seeks to put coffee in a unique setting and revolutionizes the way coffee-drinkers can have a cup of coffee. The Astro Lounge don’t just sell coffee, it sells a social life. It is a place for our customers to relax, to connect with old friends, to make new friends, to learn about new cultures and their arts of entertainment. Opened 24 hours a day, it is a place where customers will always feel welcomed and where they feel they can always be best served. Our customers are always cared for by us. The language of the company uses a specific saying, slogan, or metaphor.49 Perhaps, simply put Astro Lounge can be best described in the following words: “Astro-Lounge: Where Coffee and Entertainment Meets.” That is the famous slogan that the company so proudly stands by since it has first opened in 1989. The Astro Lounge is the place where people can come to at any time of the day for a cup of coffee. It is also where people can go to when they’re looking for unique, live entertainment every night. The Astro Lounge is a combination of coffee and entertainment. It is also where customer satisfaction is guaranteed because we seek to provide it for them through a relaxing and social environment. An example of rite and ceremonies to be held by a company is Molex Inc. Molex is the world’s second largest manufacturer of electronics, electrical and fiber optic interconnection products and system. They offer many types of switches and application tooling. The company also employs over 24,000 people in six different continents. 50Back in 2001 and the previous years, the company held an annual family picnic that occurred during the month of summer. The picnic was completely free to company’s employees, their families and friends. Each family was
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able to reserve a number of tickets that they can give out to those they invited. At the picnic, there were many things that were enjoyable to all ages from parents to children. It included free buffet-style foods (hot dogs, hamburgers, pasta, etc.), live entertainment (magic shows, jazz/blues bands), variety booths (i.e.: face painting, games) with prizes, raffles, character greeters, animal petting zoo, camel rides, mountain climbing and air slides. What this say about the culture of Molex Inc. is that it values its employees and their families. The purpose of the picnic was to give employees a chance to bond, relax with their family, socialize with coworkers and get to know their coworkers’ family and friends.51 This exemplifies how Molex as a company valued its employees and its families, recognized their needs to be in an environment where they are cared for, and promoted togetherness between employees and their coworkers. Another example of an organization that uses the story manifestation of culture is Nordstrom. Nordstrom was established in 1901 by John W. Nordstrom. Its primary focus is on offering the customer the best possible service, selection, quality and value.52 Perhaps it was urban legend, but everyone knows about the story of the Nordstrom’s tires that gives Nordstrom its incredible reputation of great customer service and the length it goes to satisfy a customer. The story goes that Nordstrom once gave a customer a refund for a tire that it never sold: “About a dozen years ago, a guy walked into the former Fairbanks, Alaska, Nordstrom department store with two snow tires. He walked up to the tire counter, put the tires down, and asked for his money back. The clerk, who'd been working there for two weeks, saw the price on the side of the tires, reached into the cash register, and handed the man $145.”53 It may seem a little outstretched, but this tells us that customer service is the number one priority at the company and they will go to any extent to make sure their customers are happy. They would refund money for 51
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a product they did not even sell in order to please the customer. Nordstrom wants to be the company that benchmarks customer service and make it its number one priority. Another company that uses a logo to manifest its culture is Prudential Financial which serves life insurance. It is one of the largest life insurance company in the United States and offer a variety of services and products from mutual funds, annuities, real estate brokerage franchises, relocation services, etc.54 The logo that Prudential uses as advertisement is their logo of the side of a tall mountain. Their logo symbolizes that they are strong, tall and not likely to go anywhere. With the reputation of companies like Enron and Arthur Andersen out in the public many people are less likely to trust large companies, but Prudential’s logo is stating that they are a strong, solid company to believe in. Finally, an organization that uses language to manifest its culture also is Allstate which is a company that sells over thirteen different lines of insurance ranging from auto, property, life and commercial55. Just like any other company, AllState’s slogan reflects the culture and attitude of the company. The slogan of all-state is “You’re in good hands with AllState” which gives the clients assurance that are being taken care of. AllState’s slogan gives their clients the insurance that no matter what the situation is, the company will be there to take care of the situation. The slogan of any company informs employees and potential customers how the culture within the company is.56
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Conclusion What started out as just a coffee shop in 1989 had evolved into one of the most known coffee shops today. With coffee that rivaled Starbucks and the addition of live entertainment, our Astro Lounge has become very popular. Although we currently have only 18 shops around the U.S. and Canada, we are able to capture 8% of the market share, while striving to capture more. Our current goals include capturing 4% more market share, increasing our market share to 12%. Everyday, our Astro Lounge is determined and is goal-oriented towards obtaining the best customer satisfaction and best employee satisfaction. By having local bands play at Astro Lounge, our customers, as well as our employees, are able to have entertainment with the coffee in one sitting! You want to go online? We got Wi-Fi! We try our best to please everyone. Our Astro Lounge offers a relaxing environment where people can talk, play board games, drink coffee, eat, watch live entertainment, and much more! Here at Astro Lounge, our top priority is to please the customers, because they are our most important stakeholders. Our other important stakeholders are our employees and our suppliers. We depend on these three for our success. Being in Forbes Magazine’s top100 companies to work for, shows that our employees are valued as much as our customers are. We believe that it is quality, not quantity that equals greater profits. We make every effort to be “the” spot to be rather than a place where people will come, buy coffee, and leave right away. This is the place to be for your coffee and entertainment needs. Open-mic night, live band entertainment, art appreciation, coffee, wireless internet, and a smile; what more can you ask for? We are here to make you feel as comfortable and relaxed as possible. Here at Astro Lounge, our home is your home.
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