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1.0 


Executive Summary

This organisational consultancy project is aimed at:
· Identify the key reason of diminishing in HanYuan hotel business through the SWOT analysis based on the information collected mainly on previous the project.
· Recommend and develop a new service and make a plan on how to implement, operate, and prepare staff for new service initiatives.
· Assisting HanYuan Hotel in achieving their goal to enhance its comprehensive competitiveness which can help them to grow in their business.
HanYuan Hotel is a local-style hotel offering traditional services such as accommodation, catering and entertainment. With strong links within the industry, strong company's traditional characteristics helps seeking to maintain business and expand services as traditional industries are steadily declining.
HanYuan Hotel has asked a team of consultants to help management in the process of expanding the scope of services. The team chose to use the Information Technology Infrastructure Library (ITIL) as their model to describe the stages involved in developing new services for HanYuan Hotels. This model is not only suitable for IT service, it also suitable to apply for common service industry.









ITIL phases include: 

1. Feasibility study: At this stage, the team evaluates the services currently offered to determine their benefits and deficiencies; this information has been categorized as strengths and weaknesses.
2. Service Strategy: At this stage consultants present the requests that were made by customers and business to align objectives together that could potentially improve customers’ experience. 
3. Service Design: At this stage, strategy generated will started to turn into actions. The team will come out with idea to make improvements on the current services. The decision is based on the following indicators: cost, service feasibility, and service efficiency.
4. Service Transition: This stage is a trial to test if the service can work well. This stage is important to do to prevent any unpredictable things happen on customers.
5. Service Operation: At this stage, the team is responsible for the performance of the service. They must ensure that all employees are trained to implement the changes and that the customer is satisfied with the service. Any major issues arise must be reported. At this stage, the organisation must sign a service level agreement with the customer.
6. Continual Service Improvement: At this stage, the consultant will plan to get the best solution from problems arise from service operations. If anything happens, this phase will be linked back to the service strategy to have a change. They need to determine the time required to successfully test a new service. The team also introduced the options for how to operate and maintain new services to HanYuan Hotel.
The project will clearly explain how the new service is implemented and how it can bring long-term benefits to the company. (CCTA, 2019)

2.0 Introduction

HanYuan Hotel is a local-style four star hotel which provide traditional service located at China. It provides traditional services such as accommodation, catering and entertainment for customer around the world for 20 years.
As China is modernise and globalise, traditional services is no more prefer by the society as there are looking for more stylish and trendiness lifestyle. (JapanTimes, 2009) As the diminishing in hotel business is due arise of luxury hotel and stick to the original service line, the company could face some serious problems such as: cash-flow problems, managing food inventories and operation daily routine. Therefore a new service can help HanYuan Hotel to increase revenue resources and able to control inventories of food easily. This would effectively decrease the wastage of catering and ensure the staff efficiency on weekdays. As it is a hospitality company, services provided is related to the overall competency and performance of the company. (Toomey, 2012) By offering HanYuan Hotel new services development solution, the consultant will help to achieve their goals.
The ITIL model will be used as the primary platform for managing this consulting project. This is because the model describes the coordination of information system (IT) services and business needs, from initial feasibility studies to service improvements. (Hearsum, 2018) In addition, the project will conduct a PESTLE analysis and SWOT analysis (Appendix 1.1 & 1.2) to help the team understand the market environment and design and select services that minimize the threats and weaknesses faced by HanYuan Hotel and leverage their strengths to give them a competitive edge.


3.0 Aim and Objectives

This consultancy project aims to:
· Evaluate the existing services provided and identify any deficiencies associated with them, solve them and suggest improvements.
· Recommend and develop a new service which is designed for purpose and outline a plan on how to implement, operate and prepare staff for the use of new service. 
· Help HanYuan Hotel to achieve the goal of surviving in traditional accommodation market by implementing a new service that can increase revenue sources.



4.0 Finding and Critical Analysis

ITIL presents the overall recommendations for major findings, analysis and new service design, as the model consists of six clearly defined phases for designing and developing new services (Roebuck, 2012). The reason of using this model is because this model provide a clear steps in analyse the current service and implementation of new service. (CCTA, 2019) By using this concept, the consulting team will be able to design user-friendly and viable services.
ITIL stages are as below:

4.1 Feasibility Study (Analysis)

At this stage, the team will identify the strengths and weaknesses of the hotel to determine the factors to make the hotel success in business. The team can identify new opportunities, provide valuable information for “qualified/unqualified” decisions, reduce the scope of business choices and determine the justification for the project when identify the deficiencies of the service. (Mukund, 2018) At this stage, the team will conduct a series of analysis about the environment such as PESTLE, SWOT (Appendix 1.1 & 1.2) and market analysis. Strength and weaknesses are the internal analysis of HanYuan Hotel.
[bookmark: _GoBack]Consultant will get the information by interviewing 30 current customers and 20 internal consultant which involve in this project.
HanYuan Hotel has provided services such as accommodation, catering and entertainment. The accommodation is design with Chinese traditional culture, catering provided special taste which towards local taste and the hotel do provide some entertainment room for customers so that customers can spend their leisure at there. (HanYuan Hotel, 2019) It used to be Top10 hotel in HanZhong, China.
In recent year, the quality and services of the hotel remain high quality however the business is decline gradually. The management feel that the company need to diversify the service line and they are satisfy to provide them with the options they able to choose to meet their needs in this highly competitive market. By interview and observation, the consultant has get the information and categorise them in two categories:

Strength:	
· Non-substitutable as the culture of travelling never stop.
· Full of local traditional culture that cannot be copied and has high reputation.
· Complete with hardware facilities and excellent customer experience.
· Located at city centre and convenient transportation.

Weaknesses:
· Higher price of hotel lead to relatively single consumer group.
· Service is too traditional and lack of innovation.
· Hotel has ignored the needs of local customers but concentrated on customers from other states and overseas.
· Highly depends on tourists.
· High seasonal dependency.
· Weekdays customers difficult to predict causes difficulties on manage inventories for hotel own restaurant.
· Ineffective staff management during weekdays cause the hotel waste money on employ staff.



Market Analysis:

Hotel service is a worldwide sector. China’s hotel sector account big percentage in growing the economy, it has stood more than 11% of China GDP in 2017. (Time, 2018) The hotel sectors has great tendency to grow higher by few factors such as growing population in the middle-class, the income is increase that increase their spending power, and the supports by the government which put lots of efforts to promote this sector. (Time, 2018) However, the luxury or boutique hotel seems to be more acceptable by the tourists from everywhere, traditional hotel is going downward as they think that boutique hotels might be more affordable and cost-efficient. (Thibaud, 2016) As lifestyle is changing, lots of traditional hotels is going to change their strategies, some are switching to boutique hotels while others need to change on their services to survive in this competitive market. (Thibaud, 2016)

In food delivery market, China is grow rapidly in this sector. According to Statista 2019, the food delivery service in China gain more than $39 million in first three months of 2019, which is rank the top of the world. (Online Food Delivery, 2019) China’s food delivery market is worth more than $37 billion, which is a gigantic amount. (Thibaud, 2019) There are 355 million of users using the food delivery apps and around 1.8 million of orders in a day. This market is huge but is not saturated, it is in a growing stage which this market has rose 36.8% from year-to-year. (Thibaud, 2019) This service is new in China compare to Western countries which means that this service has great potential to enter and this service has very low risk as the reward is relatively high.

4.2 Service Strategy

During this stage, the consultant team will outline the objectives and requirements from the management which is align which the hotel’s objectives. The tea will mainly focus on the shortages which identified at feasibility stage and provide idea to make improvement for the hotel.
Those findings are based on interview and their own experiences to find out the problems and propose solutions that can solve the current problems. The documents will set out the main requirements of management department and catering services as these two departments face the main problems from feasible study. These help the consultant to understand the requirements and fulfil their needs.
After discussing with the management team of HanYuan Hotel, they demand a new service line which can be their new revenue resource. They hope to create a new service which can take care on local needs. They need a new service which can use the current employees without or needed to hire new groups of employees which may increase the cost they might not able to handle. They are looking for something which can optimise the use of their website as their website is now only provided informations and booking the room, they hope their website could be diversify. They also hope that the new service able to save the wastage they created especially the fresh food rotten in catering service during off-peak season of the hotel which is weekdays as number of customers is difficult to predict. (Refer to Appendix 2.1)
The requirements of management is wider while the restaurant is more details in catering service. They need to optimise the use of the kitchen as the catering service is online for everyday but during weekday there are only few customers and mostly are the tenants. They hope that other locals also able to taste their food as they have received lots of suggestions from customers that their food is delicious however they can only eat them in the hotel, they cannot get it in everywhere in anytime. They also need a service which can use the staff and inventories effectively as it is difficult to order the stock for ingredients in weekdays, some may short, some are too mush and rot. Hire full time staff is better to hire part time staff which only come on weekends as they are more effective. (Refer to Appendix 2.2)

4.3 Service Design

At this stage, consultant team is required to determine the function and design new services. (CCTA, 2019) Those suggestion is concluded based on the previous stages. This solution able to help solving the problems identified by the departments of HanYuan Hotel.
After considering all the recommendations and demands of all departments in HanYuan Hotel, the consulting team decided to provide a choice for improving this service industry. After careful secondary research by the team, they considered providing a new service, which is food delivery service for HanYuan Hotel. The consultancy team is using diversification strategy from Ansoff model to help the hotel to identify the growth opportunities which is using a new service to enter into a new market. (Refer to Appendix 1.3)
This option is not to deliver the food service by the hotel by itself, but is collaborate with food delivery companies to help in delivering the food for the customers. There are few food delivery companies such as Ele.me, MeiTuan WaiMai, Enjoy and DaoJia are very famous among China. (Shi, 2019) Those are nationwide companies where lots of users are using the applications. At this stage, the consultant team will discuss with the hotel management and the food delivery companies on the collaboration and issues of the financial allocations. When successful negotiation, the food delivery companies will send the related digital gadgets for food ordering and trainers to train the hotel staff to use this ordering system. (Singh, 2019) Normally, those food delivery will charge 25% to 30% of high commission, which mean that the hotel has to lower their price for this service. (Singh, 2019)
Hotel provide food delivery service is new in this current era, there are few hotel in US and Europe has started into this service line. The economics of operating the food and beverage business may be a source of pressure, so some hotel operators are looking for more creative ways to serve their guests. (Bomkamp, 2017) The hotel service is forced to change due to the demands.


Features and benefits of the food delivery service provided:
· It is fast and easy for people to order food.
· The apps provided is flexible to control the online menu due to the stock of food ingredients.
· This service do not needed the IT departments of HanYuan Hotel to control, the food delivery companies will manage the sales and directly communicate to the particular departments.
· The digital gadgets help for accept order from customers is provided by the food delivery companies, HanYuan Hotel do not need to provide them.
· HanYuan Hotel only need to send few staff to train on how to use the application.
· This service help the hotel to use staff effectively.
· According to statistics (Refer to Appendix 3.1 &3.2), food delivery service has great potential to grow, food delivery has occupied 42% of global food ordering. (Carsten Hirschberg, 2016) So, HanYuan Hotel has great opportunities to increase its revenue through this service line.





4.4 Service Transition

At this stage, the consultant team will test the services before it is available to the public users. This stage will also provide an overview of the specifications of food distribution services and system. This is to prepare services and processes for the real-time environment, and the team will first provide this service to Beta users to test whether the service is running smoothly. (CCTA, 2019)
After collaborate with those food delivery companies, the restaurant will be one of the selection in the apps. Those Beta users are apply by themselves on the company website. They are responsible to try this service and give rating and feedback back to the company, their suggestions are important to improvements for HanYuan Hotel. Those Beta users are scattered in every corner of HanZhong City, able to give the most useful opinions on behalf of every segment of markets. The period of service testing will last for two to three weeks. During this period, improvement and correction will occur based on the service to ensure that customers do not fail when they start using the service.
This stage is the key to provide customers new image and good first impression.


4.5 Service Operation

During the service operation stage, the service is officially released for every user in HanZhong City. At this stage, if approved by management, the consultant team will work closely with the staffs and engineers involved in the implementation and operation of the project. Project management staff and restaurant staff need to pay attention when operating food delivery services.
Project management involved staff from each departments. At this stage company’s IT technician have to add the delivery service into the intranet system so that every departments able to access, arrange, processing and analysis the new data. (Talend, 2019) Accounts department have to arrange the data and make the financial statement and prediction throughout the whole months and year to ensure this new service is profitable and has potential to have robust growth. At this stage, consultant team will be managing installation of this new service as this service is outsourced by the third parties which are the food delivery companies.
Staff training is important in this staff especially the restaurant staff. Since the staff is not familiar with the new service, the consultant team must pay attention to a good training program with them within the budget. The management staff has to train to operate this service while the restaurant staff is needed to training to collect electronic order and finish the order within the time given. The restaurant staff training could be easy and simple as they just need to familiar with the ordering process while the management staff have to train for few programmes as they need to able to adapt to different changes, make preparation for business growth, learning new programmes that they never get involved before. (NiBusiness, 2019)

4.6 Continual Service Improvement

Once the service has been operated, the consultant team will run the last stage which is continuously improve the service, also known as maintenance. Step-by-step monitoring and control of services is significant to have a better service management. Key performance indicators must be developed to determine if the service is operating optimally, and the consultant team must ensure that the service meets the strategic objectives associated with the particular service. (CCTA, 2019)
From previous stage, the consultant team obtain more suggestion from the public to make improvement to provide better service to assure that this service meets the demand of HanYuan Hotel. Another reason food delivery service is choose as it provide a good direction for after sales service, which are:
· Customers are compulsory to rate every food delivery service they order, comments is optional.
· Customer service is provided by the food delivery company that HanYuan Hotel need no to concern.
· The new store will be placed on the top in the apps so all customers will notice.
· The cookies of those food delivery apps allow shops visited by the customers placed on the top of the apps.
All these factors give assurance that the service will keep making improvement and allow good after sales service to satisfy the customers.

5.0 Effectiveness of Food Delivery Service on HanYuan Hotel’s Goals

Following features of Food Delivery System that able to help HanYuan Hotel to achieve its long-term goals:
· For traditional hotel such as HanYuan Hotel where never make improvements to follow current trends on its services, new services is the best way to grow its business. Food Delivery Service is the current trend services which has greater potential to rise afterwards which can help HanYuan Hotel quickly immerse into this trends. (Christian, 2015)
· HanYuan Hotel needs more cash flow in its operations, Food Delivery Service able to help the hotel to open one effective revenue resource and gain more revenues for operations. (Carsten Hirschberg, 2016)
· To effectively manage the staff and the food ingredients stocks of the catering service on weekdays, Food Delivery Service able to help reduce the wastage and on the other side increase the staff in catering service daily workload, make every position useful and motivate them with every orders. (Bomkamp, 2017)
· As the HanYuan Hotel has limited budget to up-to-date its services, Food Delivery Service able to help on this issue as its start-up and staff training cost is very low, and is simple to get started and control this service. (GloriaFood, 2019)
· This service able to help HanYuan Hotel to enter into local market as this types of service is provided in every area and easy to make order and payment through mobile phone, successfully transforming locals into one of the target markets, rather than relying solely on outside tourists to expand their business. (GloriaFood, 2019)
· Overall, this food delivery service help HanYuan Hotel to survive in this competitive hospitality environment with traditional services.



6.0 Conclusion

The consulting project is using primary and secondary methods to gain the information needed. After collecting the usable data, the team has conducted a PESTLE and SWOT analysis (Refer to Appendix 1.1 & 1.2), analysed the situation of HanYuan Hotel, determined its position in key strategic areas, and determined which changes had the greatest impact on the company with limited budget. Those important information has determined that the consultancy project has to open a new income sources for HanYuan Hotel which is design for new service, which would have a significant impact on HanYuan’s revenue and business growth.
The consulting team chose to use the ITIL methodology in this project is to ensure the new service can carry out successfully and able to meet the strategic and business objectives of HanYuan Hotel. The ITIL process provides the management of HanYuan Hotels with service strategy, design, trial and performance status to ensure on-time delivery within budget to satisfy the customers. (CCTA, 2019) Although ITIL was primarily created for the IT services industry, it is also widely used by other service industries because the main concepts of designing new services are the same.
By considering the capabilities of food delivery services, it can be said that most and almost all of the requirements and recommendations mentioned in the interview can be achieved. Implementing a food delivery service helps the hotel maximize the efficiency of catering services and reduce waste. This additional service provided by the hotel solves the problems in various departments. This service not only benefits HanYuan Hotel, but also helps locals enjoy traditional cuisine during working hours.
This service helps HanYuan Hotels open up new sources of income and enhance the region's reputation, which will help the company achieve its sustainability goals while increasing revenue and efficiency.



7.0 Recommendation

Even though having great service is important to satisfy customers, however this task is depends on decision of management on how they run the hotel operation and the amount of cash flow needed to operating it. New service of food delivery help with increase the revenue and allow HanYuan Hotel to operate the business with sufficient cash flow and make more investments. So, it is important for every staff to familiar with the new service and run it effectively as this food delivery service can help HanYuan Hotel to gain more market share in this competitive market.
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9.0 Appendices
Appendix 1.0 Analysis
Appendix 1.1 PESTLE Analysis of China
Politics: The Republic of China is a communist country. The Communist Party still maintains its rule over power and its firm control over the people. The authorities still ensure that any opponents are dealt with immediately. (BBC.com, 2010)
Due to China's large population, this big country makes it very difficult to rule this country from Beijing. China’s political power has become less personal, but it is more institutional than in the first four decades of the Republic of China. Today’s central government leaders must increasingly approve and allow new policies for party members, local leaders, regional leaders and the public. Despite this, the Chinese government controls China by controlling the dissemination and dissemination of information. China is regarded by the Chinese Communist Party as at the primary stage of socialism. (anon, 2017)  China is in the midst of a major transition period of public ownership, in which privatization ownership plays a very important role. If education and employment are chosen, the privatisation of housing and the expansion of freedom weaken the Communist Party’s control over Chinese society. As the social, political, cultural and economic changes in market reform are forming a certain degree, a new way of life has been created.

Economic: Nowadays, China is one of the world's largest exporters, attracting a large amount of foreign investment. The collapse of the international export market with the 2009 global financial crisis has dealt a heavy blow to China, but it is not important because its economy is the first country in the world to rebound and resume growth.
As a member of the World Trade Organization, China benefits from entering foreign markets. However, due to China's huge trade surplus and commodity piracy, the relationship with trading partners has been very tense. (anon, 2017) Everyone asks the Chinese government to raise the RMB exchange rate. This will make Chinese goods more expensive for foreign buyers and therefore hinder exports, which is why they are very reluctant to make any changes.
Over the past 30 years, the Chinese economy has shifted from most closed central planning systems to international trade, turning to more market-oriented economies. This has led to a rapid growth of the private sector of the Chinese economy and has become a major player in the global economy. In 2008, the average annual inflow of foreign direct investment increased to nearly $108 billion. Based on purchasing power parity (PPP) and adjusted for price differences, China was the world's second-largest economy after the United States in 2009, although China is still considered a lower middle-income country on a per capita basis.


Social: According to the National Bureau of Statistics, as of the end of 2008, the number of employed people in China was 77.48 million. The number of employed people in the primary industry was approximately 3.0054 million, accounting for 39.6% of the labour force. The secondary industry employed 211.09 million people, accounting for 27.2% of the total employed population. The employment in the tertiary industry was 2.57117 billion, accounting for 33.2% of the Chinese labour force. According to the Chinese government, the unemployment rate in China reached an incredibly low 4.1% in 2010. But according to World Bank data, the total population of China in 2008 is estimated to be about 1.325 billion. In other words, hundreds of millions of people in China are eager to join a gathering that is currently taking place in a big city. This is a big problem for Beijing. Therefore, although the economy is buzzing, the country cannot slow economic growth by revaluing the Yuan. (White, 2010)
Today, China's population has reached 1.386 billion. Due to the one-child system of the previous year, the Chinese population has been controlled. However, this system has led to an aging population and a lack of young people's resources. Therefore, the government has opened a second child policy to save the population from aging.

Technology: With the rapid development of China's economy, its technological progress is also developing in the same direction. Some people will be familiar with China's rapid technological development. More well-known examples are space travel, rice genome sequencing and mass production of semiconductor chips. China's price competitiveness is also difficult to beat by other competitors. (anon, 2017)
However, most people think that China's technology industry is still somewhat backward. What may hinder its development is the issue of patents and property rights. After piracy, consumers usually stop thinking about it. China's famous great (fire) wall also proves that censorship remains a big problem. (anon, 2017)
In the last two decades of the 20th century, it was roughly equivalent to China's opening to the West. As China made a series of major improvements, China's technological development is also accelerating. China emphasis on high-tech research and development and its commercial and industrial applications. China not only share the research knowledge base within China's own scientific community, but is increasingly shared with the outside world. China has reform its science and technology education. Also, China combine experience and innovation lead to an intergenerational technology initiatives. China liberalise the scientific discoveries and their potential applications of laws and regulations, commercial and other aspects to further stimulate growth.

Legal: China's employment system is based on the Asian socialist and Nordic model. (anon, 2017) The Chinese system is a contract employment system. This means that all employees must be hired under a written employment contract and it is very difficult to terminate the employee within the contract period. Employees can only be terminated for reasons and must clearly prove the cause. This means that employers must maintain a detailed set of rules and regulations and must maintain a discreet disciplinary record in order to be able to determine the grounds for dismissal. China does not really have the concept of employee-specific wages. The Chinese work week is 40 hours, and over 40 hours of work must be paid for overtime. (Law, 2010)

Environmental: The economic development of the coastal provinces is faster than that of the inland provinces, and about 200 million rural labourers and their families have moved to the cities to find work. One demographic result of the “one-child” policy is that China is now one of the fastest growing aging countries in the world. Environmental degradation - especially air pollution, soil erosion and falling groundwater levels, especially in the north - is another long-term problem. Due to erosion and economic development, China continues to lose its arable land. In 2009, the global economic recession reduced foreign demand for Chinese exports for the first time in years. The government vowed to continue to reform the economy and stressed the need to increase domestic consumption so that China can reduce its dependence on foreign GDP growth in the future. (anon, 2017)

Appendix 1.2 SWOT Analysis of HanYuan Hotel:

	Strengths
	Weaknesses

	· High reputation
· High influence to local
· Unique characteristic
· Non-substitutable for traveller
· Complete with hardware facilities
· Located at city centre 
· Convenient transportation.


	· High price
· Service is too traditional and lack of innovation
· Ignorant of local needs
· Highly depends on tourists
· High seasonal dependency
· Difficulties on manage stocks for hotel own restaurant
· Ineffective staff management during weekdays 
· Low range of service lines
· Unable to access to large amount of financial resource

	Opportunities
	Threats

	· New markets 
· Technology development and innovation 
· Robust growth in food delivery service 
	· Intense competition 
· Substitute products 
· Change in trends of ordering food
· Latecomer





Appendix 1.3 Ansoff  Matrix

[image: Image result for ansoff]
Depends on the requirements of HanYuan Hotel, the consultancy team select diversification as their strategy to reach the hotel’s goals. As the hotel’s business is mainly depends on tourists with providing accommodation, catering service and entertainment, diversification lead them to enter into new market and provide the new market with new services. 
Food delivery service is a diversification strategy because this service is target the local customers instead of tourists and provide them a food delivery service which HanYuan Hotel does not have been enter into this area before. This strategy required to have expertise and strong management team to support or outsourcing companies which can able to handle the position. (Hanlon, 2018) HanYuan Hotel is collaborate with the food delivery companies which mean they will help to manage most of the routine.
This strategy contain high risk, however if the consultancy team able to balance between risk and rewards, this strategy able to help HanYuan Hotel to obtain high rewards in revenue.

Appendix 2.0 Interviews 
Unstructured interviews were conducted during primary research:

Appendix 2.1 Management Interview 
Management was asked if they could comment on the current services and the recommendations they thought could be improved. Following points are compiled by the consultants:
· HanYuan Hotel has not adapt any changes on its traditional services for 20 years, this has led the hotel become outdated over time and not able to compete with other competitors.
· Current services are not enough to satisfy local customers’ needs.
· HanYuan Hotel is lack of cash flow as cash output is largely use for maintenance of traditional facilities, so this has led to only limited budget to expand the business.
· Current services is not able to generate enough cash flow for HanYuan Hotel. 
· Due to lack of customers during weekdays, management of staff is not efficient and this has led to high cost on staff management and the staff turnover rate is high.
· As number of customers is difficult to predict on weekdays, the amount of perishable raw materials in the restaurants easy to get rotten and this is kind of waste. If ordering in small amount, customers will feel angry when selected menu currently not available.
· It will be ideal if there is a solution to generate cash and solve the problems arise in the catering service.



Appendix 2.2 
Catering Service Team (Restaurant) interview 
The restaurant manager was asked if they could comment on the current service and the way they felt, and anything could be improved. The following points were compiled by the consultants from the interview:
· Current service might be incomplete or not able to get in to the current trends as the catering service is busy on weekend but is completely idle in weekdays, this will lead the staff have nothing to do in weekdays, also it is difficult to manage the stock of the food. 
· An idea or changes which can increase the number of customers and sales on weekdays but did not have an entire changes on operation of the catering service.


Appendix 3.0 Charts

Appendix 3.1 Chart of Growth of Online Food Delivery Order
[image: ]

Appendix 3.2 Chart of Total Addressable Food-Delivery Market
[image: ]
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