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McDonald’s operates over 27,000 restaurants worldwide in 119

countries on six continents. Every day food and drink is served to

over 43 million customers. The familiar Golden Arch logo first

arrived in Ireland in 1977 on Dublin’s Grafton Street. This

ubiquitous symbol is now seen on practically every high street and

in every shopping centre in the country. McDonald’s operates 59

restaurants in Ireland; approximately 50% are company-owned and

50% are franchised. Food and beverage are served to over 150,000

customers per day in Ireland. 

McDonald’s is Ireland’s largest employer in the quick service

restaurant industry with over 3,000 employees nationwide.

Overall, it is also one of Ireland’s largest service industry employers.

This face-to-face fast moving industry relies on the service

standard, skills and motivation of its employees for much

of its business success.

MCDONALD’S COMPANY
STRUCTURE IN IRELAND

The McDonald’s company breaks down into 59 restaurant operations.

Each restaurant functions as an independent business with

responsibility for accounting, operations, inventory control, community

relations, training, human resources and the business results of the

restaurant.

An average-sized restaurant employs approximately 60 staff in a

variety of workstations. The majority of staff are paid hourly and are

referred to as ‘Crew Members’. A Crew Member’s primary

responsibility is to prepare food, serve customers and carry out tasks

that contribute to the efficient running of the restaurant. 

More specific job functions are performed by a variety of other staff such

as Training Squad Members, Dining Area Host/esses and Shift Running

Floor Managers. The rest of the restaurant-based employees are salaried

managers. The remaining company employees are salaried office staff

working in Head Office in Dublin.

MCDONALD’S
AS AN EMPLOYER

Ray Kroc, founding father of McDonald’s (and many would say the

creator of the quick service food industry) appreciated the importance

of talented and committed staff. In 1955, when Kroc established the

first McDonald’s restaurant in Chicago, Illinois, he had already

enshrined a ‘service strategy’ that recognized that a consistently great

eating experience depended as much on the speed and friendliness of

staff as on quality food products. 

McDonald’s provides a first job for thousands of young people.

In fact over 60 per cent of all staff are aged 20 and under.

An internal training programme for crew and operations management

allows employees to progress through to a senior management

position via a series of merit based promotions. As testimony to this

policy, at least 50 per cent of all middle and senior management in

Ireland started their careers as operations staff in restaurants.

Human Resource Management

Successful companies acknowledge the importance of Human

Resource Management (HRM) because they accept that to grow an

excellent business, an organisation must have excellent staff.

Recruiting, retaining and motivating staff so that they can fulfill their

potential and work as part of a quality team requires positive HRM

policies. McDonald’s employs many strategies in fulfilling the aim of

being the world’s best quick service restaurant. One of these

strategies is the implementation of McDonald’s ‘people strategy’ which

is delivered via Human Resource Management. 

Our aim is to be the best employer in each
community around the world. 

This means:

“developing people at every level as the diversity and strength of our

people provides us with the greatest opportunity for competitive

advantage and we view them as our most important asset. Many

people see us in the hamburger business, serving people but in fact

we are in the People Business, serving hamburgers.”

Employment Policy

McDonald’s operates a global Employment Policy. It aims:

• to recruit people who have a positive attitude towards customers,

themselves and other employees, and who are capable of

delivering the highest standards of quality, service, and cleanliness

to customers

• to employ local people wherever possible

• to ensure that employees and job applicants are selected, trained,

promoted and treated on the basis of their relevant skills, talents

and performance and without reference to race, colour,

nationality, ethnic origin, sex, marital status or disability

• to provide a clean, safe, healthy and enjoyable working environment

• to provide training and development for all employees to enable

them to achieve the highest level of skills possible

• to provide career opportunities which allow employees to

develop to their full potential

• to provide challenging and rewarding work

• to develop benefits packages which reflect individual

performance.

The importance of training

Everybody who joins McDonald’s must undergo a training programme.

McDonald’s trains about 1,000 employees in Ireland each year.

Crew Training consists of on-the-job vocational training that teaches

skills that are transferable to other industries. All ‘new hires’ begin their

McDonald’s operational with an ‘induction’ into the company. Trainees

learn the operational skills necessary to run each of the 11 work

stations in a restaurant, from front counter to the grill area. 

McDonald’s employees need to develop teamwork, discipline and

responsibility. In turn they should learn improved communication skills

and a greater degree of self-confidence. McDonald’s aims to function in a

‘mentor’ role particularly for young, first time crew staff. A person who

has knowledge and familiarity in any field of work or study and who is

prepared to help a colleague or fellow student is known as a mentor.

McDonald’s fulfils this role for the young people joining the organisation. 

Managers undergo special management training. Management

Development is usually conducted at the Training Centre in the

Corporate Office in Dublin. The Management Development

Programme (MDP) develops the potential leaders that Crew Training

has identified. A further series of training courses provides tools for

the development of management, communication and leadership skills.

In addition, the Management Development Programme (MDP) is

worked on in each restaurant. This gives all managers at any level the

technical and functional skills needed to maintain their leadership role. 

Paul O’Neill, Financial Controller, and Paul Barry, Operations Consultant, discuss purchasing.

Sean Quirke, Franchisee, and Amir Afsar,
Field Services Manager,
discuss franchisee development
programme.
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SOME OF THE PEOPLE
BEHIND THE SUCCESS

Paul Booth, Managing Director,
McDonald’s Ireland

Like many other senior managers, Paul progressed up through the
ranks. After his initial interview with McDonald’s in 1983, Paul took
part in a two day work experience programme where he was
expected to prepare food, work with other staff and interact with
customers. A successful second interview was followed by a nine
month induction course in a number of different restaurants. Three and
a half years into his career, Paul became Restaurant Manager. 

Paul’s role as Managing Director sees him dividing his time between
Head Office and Operations. Five Department Heads report into Paul
– this team then works across disciplines so that there is a synergy
between all departments (e.g. Training, Human Resources, Finance,
Operations. Marketing & Communications). Paul tries to spend at least
two days per week out in the field visiting restaurants; "My primary role
is to act as a coach wherever I go but I'm constantly learning too -
everytime I visit a restaurant I'm picking up something new."

Paul Booth gets excellent job satisfaction from what he does and
believes that there are some distinguishing characteristics of a typical
McDonald’s employee: “I think the sort of people who work in
McDonald’s are the kind of people who like to work and play hard.
Working in McDonald’s is great fun but at the same time very challenging,
it has to be, because you’re on the front line all the time.” 

Annette Kelly, Training Consultant

Annette Kelly became Head of Training just a year and a half ago. Prior
to this the training function was part-time in Ireland as a lot of courses
were still based in the UK. Annette delivers a number of different
courses to address varying staff needs:

• Floor Manager Course including basic Hygiene
• Basic Operations Course
• Intermediate Operations Course
• Business Management Course
• Applied Equipment Course.

Presentation material, study exercises, videos and role play etc. are
used in most training courses and seminars. The majority of training is
held in Head Office although practical training included in such courses
as the Basic Operations Course would take place in a restaurant. 

Communication between the Training Department and restaurants is
critical. If Annette identifies a student that she feels has great potential,
she will discuss this evaluation with the student’s manager. In some
cases, a conversation would reveal that the restaurant manager agrees
with this judgement, in other cases, they may not.

Annette feels challenged and stimulated by her role: “I love to see
people progress. The fact that the majority of staff are young and often in
their first job makes training more of a challenge than it might otherwise
be. You need to teach, motivate and instill them with the confidence they
need to meet career challenges ahead.” 

Bronagh McKenna,
Restaurant Manager

Bronagh McKenna progressed to Restaurant Manager within a year of
joining McDonald’s. Her role is to plan, organise and direct a restaurant
team to ensure the smooth running of the operation so that customer
expectations are met and the delivery of the product is within budget.

According to Bronagh, variety and performance are key to a Restaurant

Manager’s role: “Every day is different, the variety of work within this one area

is immense. I particularly enjoy the challenge of exceeding expectations. We

all operate within a target structure. I relish the opportunity of training staff

and formulating Action Plans that will allow us to surpass our targets.”

Although there is no such thing as a ‘normal day’ Bronagh has tasks
that need to be addressed on a daily basis. The first thing that Bronagh
does when she arrives in the restaurant every morning is to check that
the equipment is functioning efficiently. She then checks to ensure that
all the customers are happy and that things are generally going well.
Operational figures for the previous day are reviewed with the
management team. If necessary Bronagh will discuss the strategies

needed to improve on performance. The rest of the day can be taken
up with a variety of different activities such as recruiting, training,
customer care, liaising with local service providers, marketing etc.

The broader picture requires an awareness of all the catering products
and services available and of any major events taking place within the
operation as a whole.

If I had to summarise the key performance requirements of a
Restaurant Manager I think they would be: “To operate a safe, hygienic,
efficient and customer friendly restaurant. To encourage potential in staff
where I see it and to ensure that the unit achieves its performance targets
while delivering a quality product and service.”

Tim Ackland, HR and Franchising
Consultant

“If we look at how McDonald’s global HR strategy of ‘being the best employer
in each community around the world’ is interpreted on a local level, I think it
could be summarised as ‘developing key values and leadership behaviours”,
according to Tim Ackland, recently appointed HR and Franchising
Consultant. 

According to Tim, McDonald’s in Ireland has developed a local vision
of being ‘an employer of opportunity’ and has worked hard to establish
an independent brand identity as an employer. Competitive pay and
benefit packages are coupled with a strategy of fulfilling both the
ambitions and the potential of each individual employee. 

Training and career advancement opportunities are real options for staff
who want to be challenged by change and development; diversifying and
moving between different locations, job functions or departments is also
an achievable goal. McDonald’s recognises that every job and position
from restaurant staff to Managing Director, requires and demands certain
key attributes from employees. Past and current performance are used as
indicators throughout any selection process. This is called ‘targeted
selection’.

McDonald’s operates Pay and Benefit structures that are above

industry averages. Formal performance reviews for every level of

employee are designed to reward staff attributes and competencies

and the achievement of agreed business related objectives. However,

Tim Ackland believes that McDonald’s operates a realistic HR policy:

“We appreciate that some employees may not be working for McDonald’s

in order to optimise their potential – they may simply wish to fulfill a

current and shorter term objective. Our HR strategy and employee

practices allows for the successful execution of a job function in its own

right and as an end in itself.”

Tim believes that McDonald’s in Ireland offers ‘Careers for those who
want them, Jobs for those who don’t’. The HR structures and strategy
delivers support and practices to encourage and support employee
attributes, diversity and strengths.

Subscribing to a positive and empowering Human Resource
Management (HRM) policy is critical to McDonald’s. Effective HRM or
personnel management seeks to ensure that a business has the right
staff, with the right skills and attitudes, at the right time. While
McDonald’s is a truly global brand it operates as a local business
employer. McDonald’s Human Resource Management in Ireland
perfectly illustrates how stringent global standards are successfully
delivered at grass roots level.

To learn more about McDonald’s visit the website at:
www.mcdonalds.com

Tasks & Activities

Outline some key factors which have contributed to McDonald’s
global success.

What is Human Resource Management (HRM) and what can it
contribute to a company?

Why and how are staff so central to the quick service restaurant
industry?

What is Staff Induction?

Describe some of the personal and professional qualities
necessary for McDonald’s employees. 

Explain the concept of ‘people strategy’.

While every effort has been made to ensure the accuracy of information contained in this case study, no liability shall attach to either the Irish Times Ltd or Woodgrange Consultants Ltd for any errors or omissions in this case study.

James Perry, Field Consultant and Joe Byrne, Franchisee, check Quality Assurance.
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Paul Booth, Managing Director, McDonald's Ireland.


