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Global Village: Research Study of a Small, Personality-Based Organization 

 

 Global Village is a coffee house located on Hillsborough Street directly across from the main 

North Carolina Statue University campus. It is a small and privately-owned organization which serves the 

local Raleigh community, with its consumers ranging from the typical caffeine-hungry college student, to 

the professors who instruct them, along with many other vested customers who serve to support an 

environmentally friendly and conscious business. On any given day one can find students poring over 

textbooks, local musicians providing live entertainment, tutoring sessions, along with groups of friends 

chatting with the staff. Global Village is unique from many other businesses in that it is a small, 

personality-driven organization. It is completely structured to reflect the tastes and desires of the owner, 

and it is managed by an informal manner of authority. There are only four employees at Global Village to 

date, all of whom have been employed for a minimum of three years, working in conjunction with the 

owner. In order to understand the way in which such an organization is organized, the researchers 

decided the best methods of investigation would include the following: scientific observations, a detailed 

ethnographic description of daily activities in the coffee house, informal interviews of the owner and the 

employees, as well as a thorough review of training materials given to prospective employees. 

 Global Village is an organization in the coffee industry, specifically designed and marketed to 

compete in the organic, environmentally-friendly, and socially-responsible sector of the coffee shop 

industry. This type of organization targets a unique audience whose members differ greatly from those of 

a larger chain of coffee shops, Starbucks, as consumers are focused on the following objectives: 

supporting entrepreneurs in the local community, reducing transportation costs of coffee beans, 

contributing to better working conditions for coffee laborers, conserving the wildlife habitat and natural 

resources, controlling pollution, and improving the quality of coffee harvest in order to achieve a richer 

taste. While Starbucks is the largest coffeehouse chain in the world, the total amount of their coffee that is 

organic/fair trade is very small in comparison. Regardless, the majority of Starbucks consumers are not 

concerned with the aforementioned ethical or environmentally-friendly objectives which exemplify the 



actual foundation of small coffee houses such as Global Village. Rather, the interests of these customers 

lie within the following priorities: quick customer service, a variety of food, beverage, and entertainment 

products, multiple and easily accessible locations, exclusive products bearing a brand-name label, and 

loyalty reward programs with the acquisition of a Starbucks credit card. Global Village is therefore in a 

unique niche in the coffee market and consequently at a greater risk for losing the initial appeal that 

attracted a large consumer base. Although customers enjoy the unsurpassed quality of products available 

at the organization, there are potential problems that may completely negate any benefits a consumer 

may receive. 

 When commencing this assignment, there were a number of different approaches for analyzing 

the structure, communicative functions, and distribution of power at Global Village. Research was began 

by the duo of researchers by immersing themselves in the coffee shop lifestyle, a form of participant 

observation, and continuously scheduling “coffee dates” to meet at Global Village in order to become 

acquainted with the owner and the staff. The choice to become participants in the organization was 

important because participant observation is a method that enables researchers to fully engage in viewing 

the organization without interference from social expectancies. Often when a researcher is present and 

the subjects are aware of it they might behave in different ways than they would if the researcher were 

not there. Even if a researcher is present to observe situations, by integrating with the environment they 

can migrate to the subject‟s subconscious instead of being lodged permanently at the forefront of their 

attention and focus because they are perceived as a threat.  

Once the team became known as “regulars”, individuals who frequented the coffee shop and 

developed a loyalty to the store, a difference in the staff‟s behavior toward them was noticed. The owner 

and the employees learned their habits, struck up conversation, and were more attentive to their needs. A 

detailed ethnographic account of events that occurred at the coffee shop was kept, and the duo continued 

to form observations about their roles as customers. Once they had secured the trust of the Global Village 

staff, informal interviews were utilized to gain access to the workers‟ perceptions of the environment and 

culture of the organization. It was to the regret of the researchers that Global Village did not maintain any 

written training manuals for prospective and current employees. Rather, the owner has chosen to employ 

an informal, but specific, method of one-on-one training. 



 Thus, as there were no physical artifacts to analyze in the research of Global Village‟s 

organizational structure, it was decided to observe interactions between: the owner and customers; the 

employees and customers; the owner and employees; employee and employee; as well as the entire staff 

and themselves as both customers and researchers of Global Village. The particular methods of 

observation were chosen as they proved to be the most effective in the type of atmosphere the coffee 

shop exuded: an environment which encouraged open social interaction between all members of this 

exclusive and caring community. There were specific reasons in mind when choosing the methods of 

observation: the researchers wanted to become actual members of the Global Village community in order 

to receive the same attention and service that other customers received; they aspired to gain the trust of 

the staff in order to ensure we were given an accurate portrayal of the structure, communicative practices 

and functions, and of the distribution of power of the organization; and they also wanted to witness first-

hand how the members of the staff interacted with each other, with the owner, and with other customers 

without being conscious of the presence of researchers studying their interactions so as not to prompt 

unconventional behaviors. 

 During an informal interview of the owner of Global Village, certain beliefs and ideals upheld in 

the workplace by the authority figure, the owner, were uncovered. In turn, this may have dictated how the 

organization came to be structured over the time period of culture formation. The owner described himself 

as being an entrepreneur who created Global Village in an attempt to provide the local community with 

products and services that he himself finds desirable and appealing. Therefore, Global Village can be 

described as a “personality-driven” organization; one whose very foundation is based on the tastes and 

preferences of a single person and his inherent characteristics, traits, attributes as well as his developed 

styles, opinions, and perspectives.  

From our observation, the owner seems to be one who must be confident in his ideologies in 

order to base a business completely on his tastes and values. Yet he also displays an air of 

egalitarianism, as his statements and practices reflect his concern with equality and distribution of power 

among his employees. For example, when we asked the owner to describe how he developed the 

structure of his business, he revealed his personal inspiration for his method of management. The E-Myth 

and The E-Myth Revisited are literary resources for entrepreneurs seeking simple rules to managing a 



successful business, which the owner of Global Village references for guidelines to organizing his 

company. “There are two rules that I go by according to these books. The first is to find what you love to 

do, and then hire people who love to do what you don‟t. The second involves abdicating power versus 

giving responsibility”, said Mike, the owner of Global Village. Dialectical tensions must always be the first 

priority for effective leaders. Balancing various dialectical tensions while negotiating action during crises 

that occur in an organization is an important skill for a leader to acquire and utilize. At any given time, 

there are multiple, opposing issues regarding various topics ranging from abdication vs. giving to leader-

centered vs. group-centered control. According to an article written by Gloria Galanes, “…success in 

group leadership seems related to how leaders deal with group dialectical tensions. Leaders must 

achieve multiple, sometimes contradictory, goals; leaders in this study consciously worked to achieve all 

of them by adjusting their responses accordingly and employing a variety of strategies to manage their 

dialectical tension… effective leaders assessed a group‟s situation so as to employ communicative 

choices most appropriate for managing the group‟s dialectical tensions.”  (Galanes, p.421) Leaders are 

seen as the moral compass in an organization, each employee looks to them for cultural cues as to how 

to behave and interact in everyday transactions within the company. 

 We proceeded to inquire about the training preparation each prospective employee must go 

through before becoming a member of staff at Global Village. Mike informed us that there are no training 

manuals or written instructions regarding how any work procedure should be performed. It is Mike‟s belief 

that if he were to give employees training manuals for reference, he would be giving them the adverse 

opportunity to interpret their roles and responsibilities according to their own past work experiences. An 

individual‟s compilation of these unique experiences forms his or her social construct of reality regarding 

workplace practices, conclusively leading each employee to create differing interpretations of a training 

manual. As a result, written instructions would be detrimental to the instillation of concordant values within 

employees, only serving to defeat the purpose of Global Village. Therefore Mike employs an informal, yet 

specific, method of one-on-one training with every employee. This type of training solidifies the retention 

of his values and beliefs through repetitive practice, allowing Mike to gear his instruction specifically for 

each employee and change it as necessary until he achieves the desired results. One problem identified 

with this policy of employee training is the fact that it might not allow as much freedom to adapt as 



perceived by the owner. While the level of informality enables him to adapt instructions for each task by 

not supplying written forms, it also could potentially cause problems with trainees that work better by 

seeing something written. Additionally, this could also cause discrepancies regarding the exact processes 

and procedures for things. Human beings are not perfect and therefore there is always a chance that 

something might get overlooked during the owner‟s training sessions. The discrepancies between the 

training procedures could leave gaps in some of the employee‟s preparation for interacting with 

customers and consequently, new employees must observe the others involved in transactions at Global 

Village to then construct the way that they do things. Considering the informality that some of the 

employees display towards guests at the coffee shop, the probability of the occurrence of 

miscommunication and misunderstanding increases. 

 Global Village employees maintain a friendly atmosphere by conversing with one another and 

customers on a personal level. The staff‟s consistent practice of amicable communicative exchange on 

numerous occasions during observations was noted. Upon entering the coffee house, for biweekly 

observations, the duo was consistently greeted by the manager‟s smile and congenial wave from behind 

the register. On most days the manager would proceed to ask how they were doing, how things were 

going with school, and how he could help us at Global Village that day. While orders were being 

prepared, members of the staff and the owner himself would continue to engage in friendly conversation 

and occasionally banter with the team. It became increasingly obvious that there was a direct correlation 

between the amount of time spent in Global Village and the casual manner in which the staff acted toward 

the customer. The informality that existed between customer and employee was comparable to that 

present in familial interactions. 

 On one particular occasion one of the researchers arrived to the coffee house earlier than usual, 

and stood in line to order drinks for the partners. She was unsure of what the other person, not present, 

would want to drink, so she called her on the phone to ask what to order. They continued the 

conversation on the telephone, despite the fact that it was now her turn to place the drink orders. It is not 

uncommon for customers to talk on the phone during such a simple transaction in everyday situations. 

Although the phone had been paused in order to place the request and complete the purchase, the 

employee at the register, Marie, reprimanded the behavior which she deemed rude. Although she was 



speaking in a playful manner, initially Marie pressured the conforming to Global Village‟s norms of respect 

and attentiveness in communicative exchanges. It seemed to the researchers that since the employees at 

Global Village invest a lot of energy into the personal relationships with customers, they expected a 

reciprocal level of commitment to be demonstrated from guests. First, the deviant behavior was brought to 

the researcher‟s attention when Marie began joking humorously by saying, “Uh uh uh, not while you are 

on the phone!” At first the comment was greeted with laughter at her insistence, thinking it was a joke, 

and the researcher continued repeating the order. Then, she watched in awe as customer after customer 

went ahead to order at Marie‟s instruction; the researcher had been rejected and isolated due to my 

violation of the coffee house rules. It was not until she ended the phone call and gave Marie full attention, 

due to member pressure to conform to organizational norms, that she was reinstated into the group and 

given the fantastic customer service that regulars at Global Village regularly receive. 

 As a result of this instance, we were able to identify a specific problem, issue, and area of focus 

based on our observations. The general focus of our research is the informal structure, management 

styles and distribution of power in a small, personality-driven organization. We determined that the main 

issue was the organization‟s air of informality, which we believe contributes to the authority figure‟s loss of 

power over employees and to the conflicts which arise between customer and employee due to their 

differing opinions of behavioral norms. Specifically, Global Village runs the risk of offending and ultimately 

losing certain customers as a result of the actions and behaviors of the staff. The primary problem with 

such an informal atmosphere is obvious: while some customers enjoy the personal conversation offered 

at Global Village, others do not appreciate the casual banter and perceive it as poor customer service. 

The secondary issue at hand is the fact that oftentimes the informal attitudes of the employees also 

reduces efficiency, and customers are left feeling dejected as the baristas waste time doing things other 

than making their drinks. Global Village‟s original purpose was to provide organic and fair-trade coffee for 

its environmentally-conscious consumers, though it seems the staff may have lost sight of this, 

inadvertently replacing it with a work environment devoid of structure or hierarchy: an environment in 

which the customer can be put in his or her place and pressured to conform to the coffee house‟s norms. 

 According to an article about rapport management, things that people do or say can be easily 

misunderstood, and this can cause enormous conflict between parties. An excerpt explains it perfectly:  



“I suggest that rapport (harmony) between people can be threatened in two main 

ways: through face-threatening behaviour and through rights-threatening behaviour.  

When people threaten our rights, they infringe on our sense of social entitlements; 

for example, if someone tries to force us to do something, but we feel s/he 

has no right to expect us to do this, s/he threatens our equity rights. Similarly, if 

someone speaks to us in a way that is too personal for our liking, we may feel s/ 

he has threatened our (non-) association rights. The result is that we feel offended, 

uncomfortable, annoyed or angry; however, we do not necessarily feel a loss of 

face. Sometimes, though, people‟s treatment of us may not simply irritate or annoy 

us; it may go a step further and make us feel as though we have lost credibility 

or have been personally devalued in some way. When this happens, our face 

has been threatened, and we talk of „losing face‟. This can happen when people 

criticize us or oppose us, or make us „look small‟ in some way.” (Spencer-Oatey, p.2) 

 It can be hypothesized, therefore, that the informality of the organizational structure demonstrated 

in the lack of training materials determines the culture also. Organizational culture can be created by 

employees, customers and employers through the use of specific language values, ways of 

communicating, beliefs and behaviors. Clifford Geertz, a cultural scholar wrote a book entitled The 

Interpretation of Cultures, in which he discusses the idea that humans weave their own webs of reality. 

Every day, through reifying behaviors, choosing particular words and phrases or actively participating in 

rites of various kinds or creating relationships with others, we are forming the culture that we belong to. 

Whether in an organization, family or other group, each individual determines the composition of the 

culture of the group(s) they belong to. Even unknowingly, each employee at Global Village interacts with 

their co-workers and the customers in a manner that constitutes the culture of the coffee shop. By 

choosing the manner in which to handle customer requests in different ways depending on the familiarity 

of the employee with the customer, the workers are most likely creating ambiguous feelings about the 

culture of the organization. Thomas Mawhinney, while writing Identifying and Extinguishing Dysfunctional 

and Deadly Organizational Practices, suggested how an organization‟s culture can determine its success 

or demise. “It is possible to define an organization‟s culture in terms of its dominant behavioral practices 



and their molar consequences…Dysfunctional and potentially deadly practices (for the organization as a 

whole) can be “latent.”  They often go undetected until their dramatic consequences are overtly manifest.” 

( Mawhinney, p. 231) The issue of informality and how it creates a culture of informality that may be 

perceived by outsiders as rudeness is yet another dialectical tension that the owner must balance. 

According to the Politeness Theory, people decide how to act in any given situation by assessing 

clues in the environment that signify meaning. By analyzing the culture of a business or organization, a 

consumer attempts to seek the best way of behaving in each scenario. Some customers would not be 

offended by the aforementioned episode when the barista refused to serve one of the researchers, while 

still many others certainly would feel outraged at the treatment. There is also a distinction between 

anticipated and inferred politeness. A major difference between the two situations where politeness would 

be analyzed by a consumer lies in the process where expectations are used to estimate the probability 

that a particular behavior is utilized. Each person decides how the other party in an interaction will show 

exactly how they feel about them. The actual behavior aspect of politeness then is the point at which we 

expect others to show that they care about how we feel, this would be the polite thing to do. If a person 

expects a certain behavior to occur that would demonstrate politeness and it does happen, it is 

anticipated politeness. If we don‟t expect a specific thing to happen during a transaction that would lead to 

politeness being used, and it happens anyways, this is inferred politeness. (Haugh, p.4) The employees 

at Global Village are most certainly shaking up the norms of politeness theories, and therefore could be 

treading on dangerous waters by not providing the anticipated level of politeness that consumers expect.  

One possibility exists in making even more of a distinction of the organization in the coffee shop 

market. It seems that an exception to the rules of politeness and expected behavior of staff is 

demonstrated through “deviant” businesses. Specifically, being a deviant organization in an industry of 

norms can be a particularly successful venture. There are numerous businesses, including many 

restaurants, which enjoy an isolated part of the markets because people know them as something 

different. In a world of monotony, sometimes it‟s nice to be part of something a little different and 

oftentimes this is precisely the attitude that cements these businesses into common thought and 

consumer culture. 



In conclusion, we anticipate the Global Village will have to make changes somehow, and perhaps 

even in the near future to ensure its survival. One particular aspect of the food and beverage market that 

the organization capitalizes on wonderfully is its mission to provide high quality organic and 

environmentally friendly coffee to local community members. They provide a warm, friendly environment 

to the local people who live their day-to-day lives in the Hillsborough Street area. The way that the 

employees behave could be construed as rude by those who don‟t frequent the coffee shop, which could 

pose a problem in ever getting people to return to patronize the store. This most likely will eventually 

result in the cycle of miscommunication caused by a lack of formality. The lack of formality in the structure 

of the organization causes disconnect at times between the employee‟s plans of how to do things, and 

what the owner might have intended originally for them to do. The result is an environment where those 

who are present frequently will understand and be accepted into the culture, but those outside of the 

group may continue to feel isolated due to the interactions they observe between employees and 

customers. Therefore, it might be unintentionally portrayed they are not polite to the regularly frequenting 

customers during an act of affection and affinity.  

Customers that are slighted may not wish to return because of the perception that customers are 

treated badly, inferred from watching the unintended rudeness displayed by the employees. If the 

company can capitalize on the fact that they are friendly and treat you like family even more than they do 

at present, it would be possible for them to demonstrate their informal attitudes and expectations to even 

the most unfamiliar customer. This, in turn would help spread the word to potential audiences, and 

develop a stronger culture of a family-like atmosphere that only frequent customers currently enjoy. 

Global Village has the perfect opportunity to make an impact on the coffee industry, particularly on 

Hillsborough Street by enjoying its individuality. They must also however create additional formal 

structural practices to incorporate into the organization, in turn influencing the culture of Global Village. By 

utilizing a better structural plan for training, press releases, marketing and other aspects of the business, 

Global Village can develop a more specific brand and greater name recognition in its sector. 
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