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Starbucks 

With over 21,000 locations in 66 countries, Starbucks has spent the last fourteen years 

climbing the Fortune 500 ladder reaching its highest ranking in 2016 at #146 (Fortune, 2016). 

Specializing in coffee, tea, pastries and food, Starbucks is now so popular that their branding no 

longer includes their name and is recognizable by only its green and white siren logo.  

Starbucks employees 238,000 people globally where you are not just an employee but a 

partner (Fortune, 2016). Employee benefits tout a “Special Blend” that Starbucks customizes to 

the partner’s needs (Starbucks Corporation, 2016e).  Another popular benefit available to 

Starbucks partners is “Starbucks College Achievement Plan” (Starbucks Corporation, 2016e).  

Up 16.5%, Starbucks’ revenue was $19,163(M) while its profits rose 33.3% to $2,757(M) 

(Fortune, 2016). This is a far cry from the profits from Starbucks single store opening in 1971 

(Starbucks Corporation, 2016a). Howard Schultz, CEO and chairman, first encountered 

Starbucks in 1981 and joined the organization a year later (Starbucks Corporation, 2016a). 

Notedly, in 1991 “Starbucks was the first privately owned US company to offer a stock option 

program that included part-time employees” (Starbucks Corporation, 2016d).  In 1995, Starbucks 

introduced the Frappuccino, and in 2001 they introduced the Starbucks Card (Starbucks 

Corporation, 2016d). Although Schultz’s role changed throughout the years, in 2008 he resumed 

his role as president and chief executive officer which led to a transformation for the company 

(Starbucks Corporation, 2016b). Starbucks Corporation (2016b) credits Schultz with “bringing 

the company to sustainable, profitable growth with a renewed focus on Starbucks coffee 

heritage, innovation and the customer experience.”  

Starbucks, regardless of whether you contribute to its revenue, has created a global 

presence through the “Starbuck’s Experience.”   This Experience boasts “superior customer 
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service, as well as clean and well-maintained stores that reflect the personalities of the 

communities in which they operate, thereby building a high degree of customer loyalty” 

(Starbucks Corporation, 2015). To achieve this status, Starbucks has created a training program 

that emphasizes one-on-one training and on-the-job training. Starbucks Corporation (2016c) 

finds “it is a highly effective learning experience for a new barista that quickly enhances 

confidence and competence in delivering the Starbucks Experience.” 

The best type of training evaluation of this training program is summative which occurs 

at the conclusion of the training. A summative evaluation determines how well trainees felt about 

the training program, “grasped the information,” “use the information,” “understand the 

information,” and “measure changes” (HR.com, 2001). Specifically, utilizing the Kirkpatrick 

which focuses on the participant’s reaction, how well they learned the information, how well the 

participants apply the new knowledge, and the outcome results (Kirkpatrick Partners, 2016). 

Kirkpatrick Partners (2016) indicate that the first outcome to measure is the participant’s 

reaction which includes satisfaction, engagement, and relevance. Using a participation survey 

allows the opportunity to give feedback on a satisfaction scale, so there is an immediate 

measurement of the participant’s reaction to the training. Topics on this survey might include 

details on the learning environment, the relevance of the training, and delivery of the training.  

The next level of evaluation in the Kirkpatrick model measures learning outcomes 

(Kirkpatrick Partners, 2016). Learning is about “the degree to which participants acquire the 

intended knowledge, skills, attitude, confidence and commitment based on their participation in 

the training” Kirkpatrick Partners, 2016). At this level, quizzes or exams might be appropriate to 

text knowledge or demonstration of the new skill. It is also important at this level to capture the 
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attitude of the participants so that they are confident with the new knowledge and are committed 

to utilizing it (Kirkpatrick Partners, 2016). 

The third level of evaluation occurs after the training to evaluate the behavior of the 

participants once they return to the job to determine how they “applied what they learned” 

(Kirkpatrick Partners, 2016).  The behaviors to consider evaluate the transfer of learning.  

Because this is the time of on-the-job training, it is a time to monitor and adjust” (Kirkpatrick 

Partners, 2016). The most common way to evaluate this level is through observation and 

interviews to “assess change, relevance of change, and sustainability of change” (Chapman, 

n.d.). Within this level, the participant moves from learning the information to using the 

information and reaching a point of knowing the information so well that they can teach another 

(Chapman, n.d.). Chapman (n.d.) also notes that within this evaluation it is important to remove 

all subjective information to have an accurate measurement. This type of evaluation is more 

difficult as it is more time consuming and it involves the cooperation of supervisors (Kirkpatrick 

Partners, 2016). 

The final level in the Kirkpatrick Model is the results level which measures the overall 

impact of the training (Kirkpatrick Partners, 2016). Chapman (n.d.) indicates this level of 

evaluation considers achievement of standards and accreditation, reduction of employee 

turnover, and increased customer satisfaction. While some people separate return on investment 

from this fourth level, it can easily be lumped into the results level if evaluating the appropriate 

measures (Chapman, n.d.). Therefore, Chapman (n.d.) reminds that it is important to look at 

percentage changes (of profit change and/or waste), It is important to note that 

Individually, results evaluation is not particularly difficult; across an entire organisation 

it becomes very much more challenging, not least because of the reliance on line-
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management, and the frequency and scale of changing structures, responsibilities and 

roles, which complicates the process of attributing clear accountability. Also, external 

factors greatly affect organisational and business performance, which cloud the true cause 

of good or poor results (Chapman, n.d.). 

When we complete this level of evaluation, Kirkpatrick Partners (2016) tell us that we should 

know whether the training has “created a positive impact on the desired results.” 

 Utilizing the Kirkpatrick Model of evaluation offers the ability to ensure that Starbucks is 

maintaining its desired result of providing each of its customers the Starbucks Experience 

(Starbucks Corporation, 2015). Ultimately, this is critical so that investors know they are getting 

a return on their investment as evidenced by revenue and profit growth that moves them further 

up the Fortune 500 ladder.  



Brandi Webster 
LTEC 5100 
November 22, 2016 
 

Works Cited 

Chapman, A. (n.d.). Kirkpatrick's learning and training evaluation theory. Retrieved from 

http://www.businessballs.com/kirkpatricklearningevaluationmodel.htm  

Fortune. (2016). Fortune 500: Starbucks 146. Retrieved from 

http://beta.fortune.com/fortune500/starbucks-146  

HR.com. (2001, September 3). Types of training evaluation. Retrieved from 

http://www.hr.com/en/communities/training_and_development/types-of-training-

evaluation_eacx3uej.html  

Kirkpatrick Partners. (2016). The new world Kirkpatrick model. Retrieved from 

http://www.kirkpatrickpartners.com/OurPhilosophy/TheNewWorldKirkpatrickModel/tabi

d/303/Default.aspx  

Starbucks Corporation. (2015). Starbucks: Fiscal 2015 annual report. Seattle: Author.  

Starbucks Corporation. (2016a). Company information. Retrieved from 

https://www.starbucks.com/about-us/company-information  

Starbucks Corporation. (2016b). Howard Schultz. Retrieved from 

https://news.starbucks.com/leadership/howard-schultz  

Starbucks Corporation. (2016c). Learning & development. Retrieved from 

https://www.starbucks.com.au/Learning-Development.php  

2016Starbucks Corporation. (2016d). Starbucks company timeline. Retrieved from 

https://www.starbucks.com/about-us/company-information/starbucks-company-timeline  

Starbucks Corporation. (2016e). Working at Starbucks. Retrieved from 

https://www.starbucks.com/careers/working-at-starbucks  

 


