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Yawar Hossain 1916654


EXECUTIVE SUMMARY								


21 KNOTS is a fresh food restaurant with dine in facilities of 120 covers and full operational bars for our guests to enjoy and have great time in the restaurant. This is a fresh new concept offering full fresh food, no frozen or canned ingredients, no usage of microwaves, 100% fresh food reasonably priced. All the products are directly bought from the local farmers and fishermen, that means there are no third party involved, we can offer reasonably price menu to our guest. 

It will be located in Grays, Essex, West Thurrock Way. It is a great location, one of the busy roads that connects Lakeside (Intu) Shopping Centre and Lakeside Retail Parks, 10 minutes’ drive to Britain’s one of the busiest motorways A13 and M25 and connects London under 20 minutes and Dartford, Kent under 12 minutes.
 
According to the figures from Thurrock facts and statistics, planned to build 30,000 new houses and jobs by 2037. There will be a significant demand for leisure and hospitality businesses. Over 80.4% are economically active in the area, whereas in Great Britain threshold is under 80% and average weekly income in Thurrock is £576.85 and in Great Britain is £571.10 (www.thurrock.gov.uk, n.d.). 

There are loads of developments in the area, living cost is far cheaper from London and is under 20 miles from the Central London (Gausden, 2020). The area is in demand for a warm and friendly restaurant which offers best of everything. 21 KNOTS promote great atmosphere for the diners with cosy dining room and excellent bar facilities for every guest to experience great food and drink. The dining room is designed with soothing warm décor and ambient lighting, comfy furnishings, softly lit bar, elegant lamps. Dining room is divided into stylish booths, tables with comfy chairs and luxury sofas in bar area to give unique experiences. The restaurant is suitable for families with children, couples, office meetings, etc. It is open to all sort of events including, birthdays, weddings, celebrations, meetings, etc.

The fresh food concept separates us from all the other restaurants and allows us to provide a whole new experience to our guests. We promise our guest to have guaranteed satisfaction to choose from all the mouth-watering dishes and excellent choices of drinks. 

The menu is inspired from the Britain’s all-time favourite and most popular and fast selling dishes. Menu development chef has over ten years' experience in the hospitality business, who travelled across the country to get the ideas and put his culinary experience into the food menu. The starters are prepared with all the finest ingredients including fresh herbs and flavours. Starter consists of fresh fish and herbs, vegetarian and vegan options, with full of flavours. Carefully developed our main menu which consists of fresh fish, lobsters, steaks, pasta, vegetarian and vegan options, we take all allergens and intolerances seriously to ensure we can accommodate all the guests.  Desserts comprises of Britain’s most popular salted caramel brownie, cheesecake, sundaes, ice creams and sorbets. All the food and desserts are cooked and baked in house including pastas and bread, and none is bought from the supplier frozen or prepacked. Both alcoholic and non-alcoholic drinks are available in the bar. We have one of the best cocktail menus developed by our senior bartender who has been in the bar business for over fifteen years. We have a range of non-alcoholic cocktails and soft drinks. The menu will change every three months, keeping the best-selling and favourites still in the menu. The prices are very competitive amongst other casual dining restaurant, providing 100% fresh food and ingredients. 

21 KNOTS will operate seven days a week, will run promotion to attract new guests to dine into our restaurant and also offer takeaways and deliveries. We will be offering fine dining experience to our guest in a reasonable price with cosy atmosphere. For the comfort of our guests the restaurant has been designed with warm colours, so it catches the eyes, with fresh flowers and candles around each table, soft music playing to create a memorable experience. There will be painting around the walls, will be working with the new artists to give them the opportunity to show their work. During the bustling summer months, our guests can sit outside on our patio and we will be offering an extraordinary summer menu, including lighter menu options, refreshing cocktails both alcoholic and non-alcoholic. The patio and garden will attract the guests who would like to indulge in our food while enjoying the sun.

21 KNOTS will provide casual and friendly service to our guests. Recruitment would be the key element to that, we will train, coach, motivate and support our team to ensure we retain the most efficient and friendliest team. It is a fully serviced restaurant, from sitting down to order drinks, food and paying the bill everything would be provided by us, detailed information about the services are available in the Operations Manual (OPS Manual). All the employees of 21 KNOTS needs to read the OPS Manual to understand the business procedures, services what we offer to our guests. OPS Manual provides all the relevant guidance to run the business smoothly and efficiently, also protects the business from any liability or future potential claims. 
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Figure1: Represents an image of the Business Operations Manual which could be found in the appendices (Hossain, 2020).



Initial plan to save the cost by dividing the responsibilities between the owners. Yawar Hossain would be focusing in the kitchen, including running the kitchen as Head Chef and would be in charge of developing food menu. Carmen Todireasa will be responsible for running the business as a General Manager and dealing with Human Resources activities. Andrei Sofronie will be in charge of the Food and Beverage and front of house operation to ensure guest gets full satisfaction also dealing with complaints and guest satisfaction measures. Andreea Susanu and Petronela Uruioc will be taken over as Assistant Manager role with additional responsibilities with Team Development and Recruitment respectively and also to support the General Manager with running the business. The next plan is to recruit, train and develop team to replace those positions which covered by the owners. 

Financial plan is most important part of any businesses, we have carefully taken everything into consideration before we have input it into our budget projection. The budget consists of investment from each owner of £50,000, total of £250,000 (five owners). Calculated any fixed and current assets, expenses included wages, rates and miscellaneous, carefully priced the menu (research has been carried out) and got our projected gross profit and net profit. We have carried out our research and find out our high and low margin products, this will help us to understand how we can use supplement products or swap the complete ingredients or take them off the menu. According to the budget Financial Year (FY) 2020-2021, sales has been projected at £750,000, gross profit at £530,000 and net profit at £175,880.

Next five years sales plan has been projected below:
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Figure 2: Represents Projected Sales Plan for the next five years


First two years projection has not been changed, third year has been increased at 20%, fourth and fifth year has been increased at 10% (Year on Year) YOY sales. Projections has been done according with Bank of England inflation rate, (currently at 2%), increase in minimum wage, increase in cost of goods, other factors (Bankofengland.co.uk, 2019 and GOV.UK, n.d.). 

Secondary research (face to face survey) was carried out and data was collected. Due to the recent change in legislation, according to the GDPR all data are kept safe and we only collect data only for research purposes with active permission from the individuals (General Data Protection Regulation (GDPR), 2013). According to the research, it states that 80% of the people would dine out or order takeaway more than 3 times in a month. Over 70% stated that it was a fresh new concept. Over 80% did like the concept of fresh food and also would like to see vegetarian and vegan menu and good friendly service. The research data shows that over 80% would like our social network page and would share their views to their friends and family and were also happy to leave their details to be contacted in the future. As a good will gesture, who have shared their personal details was given, “First meal on us Card” which will allow them to come and visit our restaurant and would not have to pay anything.

The guests can sign up to news and live updates from our websites by signing up to it, also offering every guest to have a chance to join our loyalty scheme to get personalised and exclusive offers (21-knots-74.webself.net, n.d.). We are asking individual guests to go on to our social media pages (facebook, instagram and twitter) and like and share them to their friends and family. Reviewing our food and leave feedback on trip advisor will also increase footfall for our business.

Website information can be accessed on this link below:

https://21-knots-74.webself.net/accueil
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Figure 3: Represents an image from the website (21-knots-74.webself.net, n.d.)


Plan for success (30-60-90) are given below:

· Restructuring of the business
· Recruiting both hourly colleagues and salaried managers
· Training and development
· Operational Standards
· Business Audit (Food and Financial)
· Sales Plan	
· Profit and Loss Account
· Management meetings
· Menu and food development


21 KNOTS is a beautifully designed restaurant in a great location with fresh new concept. Excellent menu developed by our senior Food Development Chef in the business, with exceptionally experienced team working front and back of house and in the head office. The experienced team has strong work ethics and follows strong operational standards for the best experience of our guests. The owners have worked very hard to move the business forward strategically, by ensuring marketing strategy implemented, good financial control to increase profitability and running safer business. 



Introduction										


21 KNOTS is an equal partnership restaurant business. The restaurant is owned and operated by five individuals who owns equal shares, and each has invested £50,000. Each individual owner has stake of 20% of the share in this business. The owners and operators are below: 
· Yawar Hossain (Head Chef and Food Development)
· Carmen Todireasa (General Manager)
· Andrei Sofronie (Food and Beverage Manager)
· Andreea Susanu (Assistant Manager)
· Petronela Uruioc (Assistant Manager)

As per agreement between the individuals, each individual will carry out additional responsibilities to support the business before new team could be replaced and trained. This will help to improve business performances and achieve future growth. The aims and objectives have been identified and success plan has been drawn to focus on the success and growth of the businesses in SMART goals. 

30-60-90 days – Plan for Success SMART goals

· Restructuring of the business
· Recruiting both hourly colleagues and salaried managers
· Training and development
· Operational Standards
· Business Audit (Food and Financial)
· Sales Plan	
· Profit and Loss Account
· Management meetings
· Menu and food development
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Figure 4: Projected Yearly Forecast with growth percentage

Projected plan shows five years of sales plan, the projections calculated according with the Bank of England inflation rate, increase in minimum wages and cost of goods, other factors, political, climate, etc. First year consists of seven months as business intend to start on September and no changes to the figures, 20% and 10% rise in second year and following years.

Business Overview									

History

The love and passion for good food and drink, help us to choose restaurant business. Working in hospitality business gave us the relevant experience and opened our eyes further to work with fresh food.

Company Information

Five University friends chose to open an equal partnership business. 21 KNOTS is a full serviced restaurant, with 120 covers and full bar area for the guests to have great time while dining in, will also provide delivery and takeaway facilities.

Ownership and Management

· Yawar Hossain (Head Chef and Food Development)
· Carmen Todireasa (General Manager)
· Andrei Sofronie (Food and Beverage Manager)
· Andreea Susanu (Assistant Manager)
· Petronela Uruioc (Assistant Manager)




Mission Statement

Our mission to be one of the most successful independent fresh food restaurants. Today restaurant industry in UK worth £38 billion, and in average an individual spends £18 weekly eating out (Rg-group.co.uk, 2019). To give the best to our guest, we have partnered with the local farmers and fisherman to get the best and freshest ingredients. There’s no third party involved, that means it will be reasonably priced.

Product

We have developed our food menu into two part, the main menu and set priced menu. The drinks menu is straight forward, includes soft drink, alcoholic spirits and cocktails, soft tails. We offer a short menu, allows us to choose “todays chef special” and any dietary requirements or gives the guest full luxury to choose and what they would like to eat

Service

It is a full-service restaurant, with a dining room capacity of 120 covers. We also offer take away and delivery facilities to have the similar experience as they dine in the restaurant. We also have loyalty programme app to ensure the guest feels valued, to increase footfall and have guest returning back to our restaurant more often.

Customer

Guest is the heart of our business; we do everything to ensure have the best possible experience. Manager touches table to increase guest satisfaction, and also have guest surveys to understand where we need to work on.

Future Goals
· New food and drink menus
· Increase net sales 
· Improve top selling items
· Improve productivity
· Trial delivery service (through Just Eat, Uber Eats, Deliveroo, etc)
· Marketing
· Open more site




Menu												

The menu has been carefully developed by our experienced Food Development Chef, who has expertise in this industry over ten years. He has gathered all his idea while working in different locations in the country and different businesses. The learning from the culinary school and experiences from different businesses put it into one place to develop mouth-watering extravagant dishes. 21 KNOTS is a different sort of casual dining restaurant and it stands out from most casual dining business, the main aim is to provide fresh food to our guest in a casual friendly dining environment. In another word, to provide fine dining experience in casual dining environment in reasonable price. 
There will be two menus available to target all the guests, value for money and luxury. Menu has been developed in a way, that we are not based on one cuisine rather we work with food from different countries and fresh ingredients. Target audiences are not just one age group or ethnicity rather everyone in the household, from the age a toddler starts to eat to grown up and not just one individual specific ethnicity but anyone and everyone can dine in. Menu is the heart of the restaurant; we are full of surprises and not to forget our chef’s special for today brings one different dish every day.

Starter

· Salmon and Coriander Fishcake with tomato and pepper salsa
· Chargrilled Mackerel with Salad
· King Prawns with garlic and butter sauce
· Chef’s Special Salad (vegetarian) (vegan option available)
· Spicy Nacho’s with chef special guacamole and tomato salsa
· Fritto Misto Platter

Main Menu

· Grilled Salmon with asparagus and herby potatoes
· Grilled Lobster with lemon and herbs
· Fresh Tuna steak caught from sea with seasonal vegetables
· 10 oz. Sirloin Steak with chips 
· 14 oz. Ribeye Steak
· Seafood Linguini
· Mushroom Tortelloni (vegan and vegetarian)
· Chef’s Special Salad (vegan and vegetarian)

Desserts

· Salted Caramel Brownie
· Mango and Passionfruit Cheesecake
· Key lime Pie
· Salted Caramel Sundae
· Very Berry Sundae
· Lemony Refreshing Sundae
· Sorbet: Strawberry, Raspberry, Mango, Lemon
· Ice Cream: Strawberry, Chocolate, Vanilla, Mascarpone, Salted Carmel 

Drinks

Alcoholic and Cocktails

· Margarita 
· Mojito
· Sex on the beach
· Martini
· Daiquiri
· Bloody Mary
· Bleu Lagoon
· Strawberry Mojito
· Melon Ball
· Rose Passion
· Tropical
· Paradise Twist

Soft Drinks

· Most popular soft drinks are available
· Including some new range


The menu has been developed to ensure all the ingredients are used to prepared are 100% fresh. As promised, none of the food ingredients we use are prepacked or frozen or processed, all are fresh ingredients. We use fresh herbs, produce, fish, meat and fish are all locally sourced from the local fishermen and farmers directly, that means all our food are reasonably priced and we do not pay anything extra to the third parties. The menu has been developed for the summer, and it contains full of flavour and freshness on each bite. The menu will change again during the autumn and some menu items will be delisted as some fresh produces we might only get in that particular season. The menu will change every three months. Every single food is cooked and baked in the restaurant. We also follow strict allergen guidelines in terms with the legislation and every kitchen team is fully trained to avoid any serious occurrences. Due to the demand in plant-based diet vegan and vegetarian, we provide loads of choices in the menu for the guests. There is increased demand in gluten free menu, as there’s increase number of individuals with tolerances. We have plenty of options for all the guests including dairy, nuts, shellfish, etc.
Our senior bartender who developed our cocktails range, who has over ten years of experience in running the bar. The range of cocktails are popular and Britain’s favourite. The softer version of the cocktails is also available including little to no alcohol. Spirits and draught beers are also available, with wide range of choices. The guests can enjoy a nice cocktail with zero alcohol in it and can drive home safely. Other range of soft drinks are available for guests who prefers soft drinks.



21 KNOTS use all fresh ingredients sourced from local farmers and fishermen. Vegetarian, vegan, gluten-free menus are available for the guest who has intolerances or allergic to certain food group or prefer plant-based diet. We also provide takeaway and delivery services to our guests, to ensure they would not miss out the food experience. 
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Marketing audit is a process through which organisations review their plans, objective strategies, and current activities that they have executed. This report will discuss about marketing audit and tools of strategic planning that are SWOT Analysis and PESTLE Analysis in context of 21 Knots Restaurant. Marketing audit also is helpful for strategic planning of organisation so that they can achieve their objectives in most effective ways and also ensure that goals and objectives are well aligned with strategies of the organisation. 
 
Marketing Audit 										

Marketing audit is review of strategies and activities that organisation has executed and is planning to execute in future. This is done with objective to identify what activities and strategies are working and what are not working. This help in developing right and suitable strategies for the organisation so that they can achieve their goals and objectives with utmost efficiency and effectiveness. Marketing audit also help in identifying areas for improvement in the organisation, its policies and strategies (Derev’yanchenko and Benivska, 2019). This is important for 21 Knots Restaurant to undertake marketing audit so that it can identify what are its strength and what are its weaknesses. On the basis of that it can make decision where should the restaurant use its resources. Other than this some of the reasons because of which small organisations should undertake marketing audit are- 

Realign Marketing Activities with Goals 

This means that in small organisation because managing day to day activities operations long term objectives get neglected. Marketing audit helps managers and owners to realign marketing activities of the Restaurant with its long term vision and objectives. For 21 Knots Restaurant is like taking a step back and coming back to marketing plan and long term objectives and this also allow to make changes in plan according to current and future possible situations. 

Identify elements that are not working 

This will allow managers and owners of the restaurants to identify and understand what are the areas not working in context of marketing activities of the company (Hashem and et.al., 2016). 21 Knots Restaurant through marketing audit will be able to identify and understand weaknesses and flaws of the marketing plan and activities of 21 Knots Restaurant. This also will enable 21 Knots Restaurant to judge marketing plans and activities in terms of their effectiveness and possibilities of success.  

Gather New Ideas and Strategies  
This means that marketing audit will allow 21 Knots Restaurant to gather new ideas that it can implement in its marketing audit. This is possible through research that is undertaken while marketing audit and the reason is that research is integral part of the marketing. Along with there are several new strategies that 21 Knots Restaurant can identify and implement in its marketing plan and activities. 


SWOT Analysis										 

This is an important tool for strategic planning. This involves four elements that strength, weaknesses, opportunities and threats. In this two elements strength and weaknesses are internal to an organisation and they are definite whereas opportunities and threats are external and are in terms of possibilities (Ervural and et.al., 2018). SWOT Analysis of 21 Knots Restaurant is as follows- 

Strengths 
· Great location 
· New and fresh concept 
· Experienced owner and manager 
· Limited competition  
· High gross margin 
· Visible website  
· Marketing and advertising through social media 
· Targeting millennial and families 

Concerned with 21 Knots Restaurant it has several strengths that can add value in operations and activities of restaurant. Strength of the restaurants are associated with location of the restaurant, concept and food menu of the restaurant and along with this visibility and marketing efforts of the company are also its strength and they are important for attracting customers. Marketing efforts and strength in marketing is very helpful for restaurant. Along with this company also is targeting right kind of customer segment in which millennial segment of customers is being targeted because millennial are more interested in eating out than other groups of customers. Targeting family also gives benefit of attracting more customers in one attempt. 

Weaknesses 
· Competitors can offer similar products 
· Limited fund 
· Social distancing  
· Risk associated with Covid-19 

Weaknesses are also there in 21 Knots Restaurant and these are concerned with competitors as competition in the industry in which 21 Knots Restaurant is operating is increasing and competitors can offer the similar products (Sarsby, 2016). This can affect success of the company. Along with limited funds is also one of the weaknesses of 21 Knots Restaurant this limits restaurant to execute activities that require extensive funding. Social distancing is another weakness of the restaurant this is because Covid-19 crisis has required restaurants to ensure that the place is suitable and according to the new norms and requirements.  

Opportunities 
· Opening restaurants at new locations 
· Increasing trend of eating out 
· Rating of the business and user review 

Some of the possible opportunities for 21 Knots Restaurant are associated with increasing new branches of the company. 21 Knots Restaurant can increase customers by opening new branches of the 21 Knots Restaurant. Increasing trends of eating out is also an opportunity for 21 Knots Restaurant. Along with positive reviews of user and positive and high rating can create opportunity for 21 Knots Restaurant (Nazarko and et.al., 2017). This is because customers now are more inclined towards user review and ratings. 

Threats  
· Brexit 
· Covid-19 
· Increasing operational cost 
· Changing regulations  

Possible threats for 21 Knots Restaurant are in Brexit. Due to Brexit negative impact is visible in cost of the operations. Covid-19 also possess strong threats for 21 Knots Restaurant in which because of the spread of disease people might avoid going out and specially for such places where possibilities and threat of spreading disease is comparatively higher. Changing regulations because of Covid-19 and increasing and challenging regulations for food safety also possess threat for the 21 Knots Restaurant. 

PESTLE Analysis										
 
This is another important strategic tool which is used to identify external environmental factors. This tool consist of 6 factors of external environment that are- 

Political  

This involves decisions of government and their impact on the 21 Knots Restaurant. Tax reforms, changes in VAT regulations, health and safety regulations, food regulations, epidemic of Covid-19 and lockdown are some of the elements that are included in political factors (SHTAL and et.al., 2018). This is because all these are controlled and regulated by political decisions and governmental decisions that cannot be predicted and controlled by 21 Knots Restaurant. Concerned with this all that 21 Knots Restaurant can do is to change its internal processes to coordinate and cope-up with the changes in external environment.  

Economical 

This is another important factor in external environment. Some of the elements that are involved in this are inflation rate, global financial crisis because of Covid-19 and impact on local economy because of the Covid-19 crisis. These are some of the factors that are completely related with economic factor in external environment. These factors create threat for the 21 Knots Restaurant and its profitability.  

Social 

This factor of the environment involves current trend of eating out, social media influence, eating organic and healthy, vegetarian and vegan food and social distancing because of Covid-19 (Düerkop and Huth, 2017). However most of the elements and trends in social factor of the environment are in favour of 21 Knots Restaurant but social distancing and impact of Covid-19 is not in favour of the 21 Knots Restaurant. 




Technological
 
Improved IT infrastructure and enhanced business processing with help of internet have made a significant impact on the overall business operations of 21 Knots Restaurant. Company needs to provide online booking services in order to ensure it is accessible to the customers and also that it is operating with current trends. Technological impact is also visible on stock count and restaurant management services. 

Legal 

This has become very critical factor in business operation and especially for those operating in food and beverages industry. Some of the elements in this factor are due diligence, business insurance, CCTV, License for sale of alcohol and GDPR. These are some of the factors and this is very important for 21 Knots Restaurant to follow these in order to ensure its safety from legal issues. 

Environmental 

This has become very important because of visible negative impact on the environment this has become an important matter for concern (Vallati and Grassi, 2019). This involves proper food waste management system. 21 Knots Restaurant needs to ensure they are taking care of food waste and its management is being properly carried out. Use of recycle material, this is also involved in this factor and donation of leftover food for charity is also a social work and included in environmental factor. 


On the basis of above discussion it can be concluded that marketing audit is important in order to understand strong and weak points of the marketing plan of the organisation. SWOT analysis can be an effective tool for ensuring that business undertakes practices to enhance strength and reduce weaknesses in order to reduce their impact on the business. PESTLE analysis is important when company is willing to understand what are the opportunities and threats in external market.  
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Target Market 										

The target market is defined as a group of an individuals, households or corporations, for whom a corporation constructs, implement and maintain a marketing strategy mix, suitable for certain needs and preferences of said group. 
So, for a better understanding of the current aim for our business we approached the Office for National Statistics (Slide 14) to have a clear image of the current employment rates in certain zones, and to forecast a five years growth of our business plan. 
As an addition to information received from Office of National statistics, we have done face to face surveys in targeted areas, selecting different background for our research. For this we selected different ethnicity, age and gender throughout shopping centers, retail parks and town centers.
The survey had as main focus the impact of a new restaurant in their area, the interest of possible future guests, If the subjects ware confident to pass the information to their friends and families members, if they would visit our restaurant, if they eat out, or prefer take away and how often they use take away or delivery services. Also, we asked if they would grant us permission to keep their email address and contact number to ensure that our connection with the respondents for future promotions and other notifications, and if they like our social media distribution. 

As a reward, and a good will gesture, we offered a “First meal on us” card, that guarantees them a first visit to our restaurant free of charge for their consumption. 
Due to changes made recently in legislation, ang according to GDPR, all data are kept safe, and we only collected data only for research purpose, with permission from individuals. 
The results of our survey proven us that 80% of responders are dining out at least 3 times per month, and 80% are using 3 or more times per month take away option. 
Over 70% agreed on the idea that we have a fresh concept, a majority considering that we had a great food idea, that stand out compared to other restaurants currently present in our targeted areas. 
Over 80% would like to visit the restaurant, they expect fresh products, vegan and vegetarian options, and a good reliable and friendly service from our part. 
80% agreed to like our social media page, and that would share our details throughout friends and family. 
80% agreed on sharing with us their contact details, and them had said that they would like to be contacted for further research related to our business. 
 
 
Marketing Plan										


For our marketing plan, we considered both a free of cost plan based on digital services and a paid plan that extends our initial coverage throughout paid services. 
This means that to ensure a better coverage we had split our reach in all forms that are currently available using both technology and live action to cover as much as possible our exposure to a wider audience. 



Free Marketing 

For free marketing we will use social media such as Facebook, Instagram, and Tweeter (see slide 18) that rise our exposure exponential. 
We use our own site, that will get updates on a daily base of current and future offers and events. 
We plan to engage with our guests, using various forms to keep them in a loop with what we are preparing for their visits using email services, social media posts, ensuring a close competition with other business and empowering guests to post pictures within our premises and eventually to share their location inside our restaurant. 
Another solution for our reach in online services is to keep a regular update on our menu and beverage selection on social media and informative emails sent toward our guests, so they know exactly what they can experience when they come to our restaurant. 
Also, we plan to update them about changes in our menu, opening hours, promotions and offers via a push notification service through email or text message system. 
Furthermore, we will offer a loyalty program for our guests, expanding their will to approach our premises, and we plan to focus this on a personal approach. 
For a better exposure we will ask the guests to review our facilities on services like Trip Advisor, option that will increase our footfall in our restaurant. 
As another form of exposure on social media we will post short inhouse promotional videos from events, food and our bar. Like this guest can see our services and the offering that is available in our restaurant. 
We plan to offer discounts from time to time and offers at certain periods of time to ensure a continuum flow of our guests, and a better integration inside our facility. 
Our plan includes a team engagement that will be cost free and it will help further extent our presence between guests and will facilitate our reach to new guests and will ensure that our already made crowd feels more relatable to our staff and management, expanding our reach and our reliable reach towards new and old guests. 
Also, for us to get a better grasp on how our business is being affected by competitors, we will take time to observe reviews from guests to better integrate our service to make their visit inside our restaurant as pleasant as possible and our services standards as high as we can. 
 
Paid Marketing 										


For the second part of our marketing plan, we considered multiple options, including commercials, promoting locally, sponsoring various sport activities and printing and distributing leaflets. 
So, for the secondary part we consider approaching various local sports teams, throughout all forms from juniors to senior teams, ensuring a better visibility inside sport related activities via partnership relations, ensuring more commercial exposure for our restaurant. 
Leaflets are another option that is having a certain impact on our budget including graphic design, actual cost of printing on medium to large volumes of leaflets, shipping and distributors or mailing services for guests and the insurance of a greater overall impact towards possible future guests of our restaurants. 
Yet another option that we considerate and we know that will have a certain cost, taking a big part of our initial budget is investing in professional designed commercials that could be released on social media, but also trough television and radio. This actually represents one of our greatest exposure, allowing us to reach millions of potential guests based on a potential growth within our business, and a potential expansion from a single restaurant towards a small or medium franchise if we will consider that an expansion would be fruitful and that can be made plausible on  medium to long term. 
On this category we will cover also eventually coverage for news panels initially local where we have our restaurant situated and if an expansion is possible throughout close to new locations a rollover of various forms of media. 
Yet another option for our paid marketing that we considerate is promoting in different local events including street food festivals, food courts on various public or corporate events, concerts and other activities that we would considerate that are offering enough room for us to expand our reach towards new guests and our continuous exposure for already targeted or in house costumers. 
As promoting in various public gathering exposure and availability towards new guests will increase exponential, we consider that our target for new guests next to the other solution will give a boost in sales and will help furthermore extend our reach via various social forms. 
(We also take in consideration that our presence in this area off promoting in different events is not a cost efficient, mainly because logistics and man power is mandatory, and not all the times available from our employee, so in addition we need to invest in a food court to ensure logistic, we will need partnership with local recruitment agencies to ensure our manpower will suffice ) 
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MANAGEMENT TEAM PLAN 							
 
Management team plan is the most important part of any organisation; therefore, a lasting successful business needs a strong hardworking management team with great skills in leadership, perception and control. Five key elements should be follow for a great business such as: making a plan on how to run the business to accomplish great outcome, organise and allocate work for the  team members including rules; the third step is to recruit employee and offer training for  the jobs offered. Leading the team is the fourth big step a manager should follow by mentoring the team, communicate, guide and boost employee confidence and morale; moreover, controlling and checking daily on team progress to assure the jobs are done and follow the business plan.

21KNOTS initial plan is to divide responsibilities between each other, to ensure we are not overspending. List of jobs are explained: Yawar Hossain- head chef and food development; head chef role comes with many challenges that not many individuals will be able to handle such as: working under pressure on a busy day or when last minute sick call occur from a team member. Head chef should be well organised to ensure no food get wasted and spending does not go over the initial budget. Attention to details, great communication skills with the team members and great mentoring to the team are few of the skills used in head chef role. Stockpile from different suppliers and inventory are part of the job role; however, the most vital element is making sure hygiene and good health rules are follow in the kitchen to avoid infestation or food poisoning.  Experienced executive chef and strong leader is the key role to ensure a successful development of the menu; therefore, it is the backbone of the restaurant. 
Carmen Todireasa- General Manager (GM) – individual disciplined and self-motivated, oversees all operations in the business, ensuring everything moves smoothly. The job role of the GM is to establish great business profit, train the employers, assess operations and productivity, manage budget and human resources. Skilled GM should have great communication skills, dealing calmly with problems faced at work with team members or customers; moreover, ensure great costumer service is delivered and profits are growing. Hiring and training new individuals to adapt to the business roles and rules, ensuring shifts are covered with the right number of employers and each team member are receiving the right number of hours. Human resources (HR) – is the department of a business in charge with job enquiry, recruiting individuals for job roles and carry out employee benefit program and ensure how modern law can affect the company and employees.

According to” John R. Commons, an American institutional economist, first coined the term” human resources” in his book” The Distribution of Wealth”, published in 1893”.  (Kenton, 2009).

Andrei Sofronie – food and beverage manager – the job roles comes with the responsibility of making sure that meals and drinks are delivered excellently; moreover, customer complaints, business policy and food safety. The role position comes with big responsibilities such as: make sure the menu is design beautifully, establish good relationship with regular guests, make sure food and drinks are delivered to the restaurant standards, order refreshments and drinks suppliers for the bar. Beverage Manager is full accountable to front of house operations, guest satisfaction and drive the business forward.

Andreea Susanu and Petronela Uruioc–Assistant Manager (AM)- responsibilities – ensuring the shift is running smoothly and step up in problem solving in the workplace; recruiting potential new individuals for the certain positions offered, assist audit meetings, payroll, supervise the shift and make sure guests are leaving the premises satisfied. AM are supporting the GM with recruiting team and team development, running a successful team with great future progression.


FUTURE PLAN 										

We all have taken extra roles to fill up the gaps. Next stage is to recruit team and fill up the position which we are covering. Training and developing team within or recruiting from outside. Follow strategic management and lay principals to the team and employees for future success. Strategic future is vital priority in today business environment; therefore, leaders need to set goals and rules for the team; moreover, communicating well with the team will make a leader learn more about each individual aspiration, capability and growing within the business. Team members need to be trained to the business standards to avoid future mistakes, confusion and spending cost. Minimise spending and maximising profit is one of the business goals. As any new business is difficult to anticipate the future and the job roles will come with many challenges, rewards and drawbacks however, creating a good business strategy will allow the leader to take the right decisions when caught unprepared. Releasing the senior management team or the partners of the operation responsibilities to overlook the future growth of the business. 

Arnold H. Glasgow said, “In life, as in football, you won’t go far unless you know where the goalposts are.” Make sure these goals are realistic, inspiring and in line with the organization’s overarching strategy”. (CMOE, 2016)

PLAN FOR SUCCESS – 30-60-90							

New companies should keep a record with strategizes and set goals for the first three months on the business. Therefore, this process is called 30-60-90 (30 days, 60 days, 90 days) helping augment work productivity in the first 90 days in a new place by organise distinct, convenient objectives tied to the business operation responsibilities and expectations. The plan is to recruit both salary and hourly employees to cover the short fall within the business, while the owners and operators can move forward to next designated role which is Head Office. Hiring new employees can affect business budget, however not hiring enough individuals for the needed roles the business will not be able to grow the income. Employing a qualified team, offer the right training and development, furthermore the business investment will be worth it, bringing greater income. Business operations standards (BOS) are required to run successful business therefore operations standards manual lays full standards of the business and following it is vital. Business audit is a process conducted in every company, moreover business audit is the observation of the business bookkeeping and tax return to ensure the company follow the applicable laws. Internal revenue service (IRS) or outsider auditor will happen at times to audit the company. Small Business can benefit of the audit visits, furthermore audit can find out if fraud has happened within the business, where is business going wrong, how to grow the income, and promote the business to lenders and investors. Audit is divided in three categories: internal audit is the individual audit chose within the business by the owners and the report will stay in the business grounds. External audit is managed by a corporation outside the business, where report will be provided with the audit Pass or failed. IRS audit occurred when omissions has been found in tax returns, usual is happening when the yearly business income is very low or very excessive. Business audit both financial and food take place to ensure the owners are focusing on the standards and running on profitable business.
Sales plan is a indispensable strategy in any business therefore, few steps should be follow on the business to reach the sales target such as: a target plan should be provided to the team members in daily basis in each shift with outselling food products, meals that will be soon out of stock or about to expire should be pushed for selling and this way the company will not lose income. Outselling drinks, starters and deserts in daily basis. Sales plan is to revise in term with local weather and sales trend for the past few week (s). Advertise the business and offer promotion, offer feedback envelope to the guest to participate in guest satisfaction, it shows as a business the opportunities and how could improve.

Profit and loss account procedure will take place to give the company the expenses figures in small and large period of times, moreover the account will show the income of the business during a period of time, and if there is greater net income or gross profit. Profit and loss account will show what the company is performing and the opportunities that should be highlighted. As any business regular management meetings or board meetings will take place to focus on the opportunities and drawbacks the company is facing and overcome it by working together as a team. Owners and management will gather to the meeting with ideas and evidences to discuss  possibilities of growing the business to a better stage and with greater profit, however losses and obstacles may happen due to short staff, not upselling enough products or even not enough stuff to deal with the numerous bookings on the day.

Menus and food development are the key to the future success discussed in the meetings, furthermore, looking at the competition to ensure the business is fully focused on the current trend. As a restaurant business owner and management should provide new menus on the business where is described the flavour and the freshness of the food to attract guest to come and visit just by reading the menu online. Offers on the menu should look attractive twice per month to the guest such as: mid-day promotions for elderly guest, day promotions for families with children under 12, VIP nights buy one meal get one half price, NHS, military and student discounts, party of over teen individuals get 10% off, party over 20 individuals 20% off. Menus and promotion should happen at any time to beat the competition and attract guest to come and spend into the business. Team members should be well trained on the food menus, by trying first the meals and allergies, flavours and ingredients should be provided to the restaurant standards, furthermore team members will have enough knowledge to speak about the content and taste of the menus to the guest.


FINANCIAL PLAN 									

Sales forecast for the current financial year 20-21, it has been projected according with other impacts which can affect the trending such as: current trend, coronavirus, festive periods, school holidays and national disasters. Split of 70-30, with average spend per head of 15 pounds. The figures have been adjusted accordingly with VIP nights and promotions so the guest can come and enjoy the business fresh food. This will give the opportunity to show and advertise the business through social media. Photos and videos will be uploaded via Facebook, Twitter and Instagram. All the figures have been adjusted according with sales and festive period; all has been taken in consideration.


Running a successful business takes time, dedication and a great team focusing in same goals. Owners should choose wisely the team, offer the right training, boost team confidence and discuss how to react to challenges and drawbacks in the business journey. Managers, team leaders and each individuals who work with the company should be aware of any problems and situations that could happen in daily shifts such as : more busy then expected, guest complaint, audit visit, short stuff are part of unexpected circumstances; therefore, each individual should be trained on how to face the ups and downs while at work, ability to work under pressure and upsell products on the day.
"The way a team plays as a whole determines its success. You may have the greatest bunch of individual stars in the world, but if they don’t play together, the club won’t be worth a dime." (Brainy Quote, n.d.)
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Financial Plan Budget									

Financial plans and budgets are to be made by the company to make effective allocation of the resources. It refers to the spending plan of the business that provides the management and company about the utilisation of resources and the targets to be achieved in the given resources. Budgeting play an important role in the planning of business financial plan. A budget of any business or company is prepared by making projections about the future sales and expenses. The projections are made by the business on the basis of previous sales trend or analysing the market conditions of the industry and its growth. Several adjustments and assumptions are to be made by the business before preparing budgets and if assumptions are not proper it could affect the business significantly. Management has to evaluate all the factors and forces that could influence the business. 

In the present case financial budget for the year 2020 -2021 has been prepared. It could be analysed from the budget that business will be having sales of 32000 in September which will increase to 96000 in October. It will be having revenues of 600,000 for the year as per the financial plans. Projected takeaways will be highest in the month of December that also has the highest sales. Yearly takeaways of company will be 150000 as per the projections of the management. Projections for the sales have been made by the company after proper evaluation of the industry trends and other factors such as inflation, market demand and economic factors that could influence the budgets highly. 

Company will be raising investments of250000 from the investors for the business. Funds are invested in the business with the motive of earning significant returns. Company has to ensure that business provides for the required returns so that it could provide adequate returns to the investors (Hovland, 2019). Funds raised from investments will be used by the company for purchasing machinery and equipments needed for the business. 

It could be analysed from the budget that the cost of goods sold will be remaining at scale except in month with higher sales. It will be maintaining effective control over the cost of goods sold and other production expenses. Gross profit is the amount left with company after all the cost of goods sold is covered. Cost of goods sold for the year will be 220000 against the sales. 
Gross profit is highest in the month of December of 115000. It could be further increased by the business by increasing the revenues by implementing sales promotion strategies so that customers become aware of the products and services of company. 

The budget also shows the expenses that will be incurred by company during the financial year. It will have capital expenditure of 105000 in the month of September for manufacturing the products. Advanced equipment will enable the company to conduct its work faster and with efficiency. Depreciation will be provided over the fixed assets of the business. it is also allowed as deduction in the income tax for reducing the tax liability of the business. Depreciation will be charged on the straight-line basis over the assets and total depreciation for the year will be 7000. Maintenance charges refers to the wages paid to the workers for carrying out cleanings, kitchen works and other maintenance works. Wages will be paid on weekly basis and monthly wages amounts to 1000 that will be paid throughout the year (Reder and McKeag, 2020). Water expenses will be paid monthly amounting to 500. The electricity and gas charges will be also paid on monthly basis amounting to 1000 each. All these utility expenses will be paid monthly by the business. 

Premises of the hotel and restaurant are taken on rent for which rent is to be paid every month. Annual rent in the initial year will amount to 24500. Quarterly payment of the rent will put burden on one month disturbing the cash flows of business. The internet and telephone expenses of the business will amount to 165 for the company. Travelling expenses amounts to 100 for every month. As per the new projects. All the expense will be incurring evenly throughout the year except for salaries and wages. Effective monitoring and control has to be maintained by the business for keeping the costs under control. 

Income tax has to be deducted by the by the company every month based on  the sales of company. It is essential for the business to maintain effective control over the business ensuring that there are sufficient earnings to the company. Cash flows of the business are adequate and shows that the company will earn the desired goals and objectives of the business. a company without adequate cash flows cannot run the business successfully. There must be enough inflows so that operational and other business activities of the company could be run successfully without any interruptions (Page and Lambrias, 2019). By evaluating the present business financial plan, it could be summarised that the cash inflows of the business are adequate and also the expenses are under control. It has to keep effective monitoring over the existing operations of the business.

[bookmark: _3znysh7]Financial Plan Projections 								
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Financial Projections refers to the forecast for future expenses and revenues. Typically, projections would be accounting for the historical and internal data and includes the predictions of the external factors of the market. It is required to develop midterm and short-term financial projection. The short-term projections account for first year of the business that is outlined monthly. The midterm projections accounts for the coming business years. It provides about the inflow and outflows of the business. It is a defined plan that gives the company and management a structured direction to follow. Financial projections optimise the pricing, planning productions, major expenditures and for monitoring the cash flows. 

Developing business plan requires listing all the expenditures that are needed for making the company off the ground and subsequent cost of operation. The financial projections about the future are made on the basis of previous budgets and after analysing the trends of the sales and revenues. Forecasts are made by the companies and management by proper study and research of the current scenarios and requirements of the business for making the projections (Bruno and et.al.,2020). It requires the business to consider the adjustments and factors related to inflations, market conditions, demand of the products, supply of the materials, economic conditions of the country and such other factors that could influence the business. a company not considering these factors in the financial projections could get significantly affected by these factors. As a single factor can be influencing all the projections. Projections about the future sales or revenues are to be made very carefully for the business as all other expenses and costs are adjusted against the inflows of funds. It has to make further adjustments and arrangements of the resources on the basis of inflows. It also evaluates on the basis of projections whether it will be able to meet the future costs of the project and operations or not. On the basis of this evaluation company identifies and make arrangements for the funds from sources that will prove to be most beneficial.

Sales forecast refers to the process of estimating the future sales. The sales forecast could not be made just on guesswork or on exact predictions. It involves underlying the drivers of sales and assumptions and tracking & managing them. It could be analysed that the sales for the years are showing continuous increasing trend. Company will be achieving significant growth in the coming five years as per the estimates. As per the estimates it will be having sales turnover of 750000 in year 2020 as per the demand and market scenarios. The revenues are estimated on the basis of present sales in the industry. In the year 2021 it will be having sales of 1,350,000. In this year there will be significant increase in the sales due to the implementation of the new strategies and marketing strategies. Undertaking the new strategies will enable the company to manage its cost and to acquire increased market share which will be increasing the revenues of company. 

Successful implementation of the scenarios will increase the sales of business to 1,620,000. The sales level will be required to be maintained by the company by effective management and cost control measures. It has to ensure that the customer needs and demands are fulfilled and met by continuously enhancing the servings and products of the restaurant and hotel for retaining the loyal customers. Customer loyalty could be gained only if they are provided worth for their money as well as proper services and response to the customers on issues and problems faced by them (Ferris, Kim and Schlusche, 2017). Every company is aimed at retaining the old customers and building new customer base. 
[bookmark: _3dy6vkm]
The sustainable growth of the business and effective flow of the business will raise the sales level to 1,782,000 in year 2023. Proper management and efficient services will enable the company to achieve the sales forecast. At this stage will grow stable rate with restricted customers. Along with time inflation and economic effects are also considered that show steady rise in the sales forecast. It has to further enhance the products and services for increasing the sales and revenues. It is essential for the business to bring new things in the market for retaining and maintaining customers (Guthrie and Parker, 2016). Marketing strategies are reframed at this time for attracting the attention of customers towards the restaurant using various platforms such as newspapers, broadcasts and social media platform that is the fastest source of spreading the information to people. 

Sales are forecasted to be 1,960,000 for 2024 after analysing the market condition and trends of the business. Significant increase will be achieved with the marketing efforts and product enhancement. By this time company will be having a established position in the market and industry. This is required to be maintained by effective strategies and management. It has to ensure that sustainability is maintained in the growth and profitability of business.

[bookmark: _2et92p0]Conclusion											 

It could be concluded from the above report that the financial plan of the business seems to be effective and company will be achieving the goals and objectives within the defined time frame. The restaurant and hotel industry will be growing n the coming years seeing the present trends and scenarios. The demand for the new offerings will attract the customers towards the restaurants. It is providing a new taste and experience to the people which will increase the recognition in the locality. The strategies adopted by the company are highly effective in controlling the costs and expenditures of the business. The cost-efficient strategies will enable the company to earn the desired profits and to achieve sustainable growth over the years. The current trends show that company can acquire significant market share by providing the customers of their needs and preference. This is very essential for the business to ensure that the products provided by them are meeting the demands of the customers or making them desirous of their products. The restaurant is providing quality products which will increase the trust among the customers and also bring new customers to the business. The financial projections and budget plans have been made after analysing all the factors and market forces that could influence the business. It is estimated that the business will earn significant growth over the coming years by its quality products and services. It will increase the market share of the business. Profits will provide adequate returns to the investors which will attract new investors towards company. This will be helping the company in expanding its business. 

[bookmark: _1t3h5sf]
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History

The love and passion for good
food and drink, help us to choose
restaurant business. Working in

hospitality business gave us the
relevant experience and opened

our eyes further to work with

fresh food.

Company
Information

Five University friends chose to
open an equal partnership
business.

21 KNOTS is a full serviced
restaurant, with 120 covers and
full bar area for the guests to
have great time while dining in,
will also provide takeaway
facilties.

Ownership and
Management

Head Chef
Yawar Hossain
General Manager
Carmen Todireasa
Food & Beverage Manager Andrei
onie
Assistant Manager
Andrea Susanu
Assistant Manager
Petronela Uruioc

Our mission to be one of the
most successful independent
fresh food restaurants. Today
restaurant industry in UK worth
£38 billion, and in average an
individual spends £18 weekly
eating out. To give the best to our
guest, we have partnered with
the local farmers and fisherman
to get the best and most freshest
ingredients. There’s no third party
involved, that means it will be
reasonably priced.
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BUSINESS OVERVIEW CONTINUED..

Product

We have developed our food
menu into two part, the main
menu and set priced menu. The
drinks menu is straight forward,
includes soft drink, alcoholic
spirits and cockaails, soft tails. We
offer a short menu, allows us to
choose “todays chef special” and
any dietary requirements or gives
the guest full luxury to choose
and what they would like to eat.

Service

It is a full service restaurant, with
a dining room capacity of 120
covers.We also offer take away
facilities to have the similar
experience as they dine in the
restaurant.We also have loyalty
programme app to ensure the
guest feels valued, to increase
footfall and have guest returning
back to our restaurant more

often.

Customer

Guest is the heart of our
business, we do everything to
ensure have the best possible
experience. Manager touches

‘table to increase guest
satisfaction, and also have guest
surveys to understand where do
we need to work on.

Future Goals

New Food and Drink Menus
Increase Net Sales
Improve Top Selling Items
Improve Productivity
Trial Delivery Service (through

Just Eat, Uber Eats, Deliveroo,
etc)

Marketing
Open more sites
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21 KNOTS OFFERS TO
OUR GUEST

¢ Fresh Ingredients, locally sourced, working with the farmers to
ensure the very best could be offered to the guest

* Two reasonably priced menu to choose from

* Vegetarian and Vegan food are available

* New cocktails range

* Family and Friendly service

* Delicious food and great taste to every bite

* Loyalty scheme, that we care about our guest

* Delivery service

* Takeaway

* No Frozen or microwave food

* All food are prepped, cooked and baked in the kitchen
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Starters

* Salmon and Coriander Fishcake with tomato and
pepper salsa

* Chargrilled Mackerel with Salad
* King Prawns with garlic and butter sauce

 Chef’s Special Salad (vegetarian) (vegan option
available)

* Spicy Nacho’s with chef special guacamole and tomato
salsa

* Fritto Misto Platter
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Grilled Salmon with asparagus and herby potatoes
Grilled Lobster with lemon and herbs

Fresh Tuna steak caught from sea with seasonal vegetables
10 oz.Sirloin Steak with chips

14 oz.. Ribeye Steak

Seafood Linguini

Mushroom Tortelloni (vegan)

Chef’s Special Salad (vegan
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DESSERTS

* Salted Caramel Brownie

* Mango and Passionfruit Cheesecake

¢ Key lime Pie

* Salted Caramel Sundae

¢ Very Berry Sundae

¢ Lemony Refreshing Sundae

* Sorbet: Strawberry, Raspberry, Mango, Lemon

¢ Ice Cream: Strawberry, Chocolate,Vanilla, Mascarpone,
Salted Carmel
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COCKTAILS

* Margarita

* Mojito

* Sex on the beach
*  Martini

«  Daiquiri

+ Bloody Mary

+ Bleu Lagoon

+ Strawberry Mojito
*  Melon Ball

* Rose Passion

+ Tropical

*  Paradise Twist
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We use all fresh ingredients

X

) 100% locally sourced from local farms and fisher man
‘@  Vegetarian and Vegan food are available

*=h Take away and delivery are available

Offer different specials every day
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MARKET AUDIT

* Marketing Audit is a process that allows businesses to examine the strategies they
are implementing are feasible or not, if they need changes. In another word, the
business is aligned with its current goals and vision or needed implementation with
marketing strategies.

* Market Audit serves the purpose of strategic planning for the business.Two
important tools used for strategic planning are:

I. SWOT analysis

2. PESTLE analysis
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| seersthe s RRE R

Great Location Competitors can offer similar products
Fresh New Concept Limited fund

Highly Experienced Owner — Operator Risk with Covid 19

Limited Competition Develop multiple Restaurant

High Gross Margin Acquisition of another round of capital
Fully prepared — Dine In and Take Away Services Business Rates

Delivery Takeaways Social distancing

Highly Visible Website

Visible Marketing ~ Advertising through social media

Targeting Millennials and Families

Vegetarian and Vegan menu

Reasonably Priced Menu

Buying directly from the farmers and fisherman, no middle-man cost.
Service focus

Limited risk

No corporation tax e@' ©)

WEAKNESSES

Limited option on product and services Covid 19

Develop multiple Restaurant Brexit

Competitors can offer similar products Insurance costs are continuously increasing
Limited fund Changes in regulation can impact
Acquisition of another round of capital

Higher maintenance costs o
Business Rates ‘OPPORTUNITIES THREATS





image19.png
PESTLE ANALYSIS

Tax reforms
Recent change
in VAT

Health and
Safety

Food Regulation
Covid 19
epidemic
Lockdown

Inflation rate

Global Financial Crisis
(covidl9)

UK economy went
downhill because of the
crisis

Eating out trend
Social media
influence

Eating healthy
Organic food
Vegetarian and
vegan food

Non — alcoholic
option

Social distancing
due to covid 19

Improved IT infrastructure,
POS systems

Stock count, ordering, cash
register, customer order,
paying via app, etc.
Restaurant management
software helps organize and
control stock, cash loss

Due diligence
EHO can give
legal notice
for
improvements
Business
Insurance
CCTV
Personal
license should
display for
sale of alcohol
GDPR

Proper Food Waste Management
Policy

Only use recycled material
Donate leftover food to charity
and needy
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TARGET MARKET

* Research carried out by Office for National Statistics; the figures are shown below.The percentage of people |
employed and how that would impact our business.

ing in that area are employed versus not

2018-2019

2019-2020

9000%
8000%
7000%
6000%
5000%
40.00%
3000%
2000%
1000%
0.00%
Thurrock.

= Employed and economically active

I- I- Il

East Region Great Britain

Not Employed but economicaly active

90.00%
80.00%
7000%
60.00%
50.00%
40.00%
3000%
2000%
10.00%

000%

420% 450%
e

= Employed and economically active

000% 320% 310% 390%
== =
2 3

Not Employed but economically active:

= Nox employed =Nox employed
Thurrock  East Region  Great Britain Thurrock EastRegion  Great Britain

Employed and Employed and

economically economically

active 76.40% 78.40% 75.40% beors 76.60% 77.90% 76.00%

Not Employed

bue Not Employed

economically but economically

active 4.00% 340% 4.10% Feim 420% 260% 3.10%

Not employed 13.60% 1220% 15.60% Not employed 450% 320% 3.90%

Figures from April 2018 - March 2019

Figures from March 2019- 2020
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TARGET MARKET CONTINUED..

We have done face to face surveys with mixed individuals, different age, gender and ethnicity in shopping centre, town centre and retail
park.The result was interesting, as we asked series of few different questions.

How many times do they dine out in a month?

How many times do they order takeaways?

What they thought about the new restaurant idea?

Would they visit our restaurant?

What they expect from a new brand?

After they spoke with us, how confident are they would pass the information to friends and families?
Would they like our page on social network?

Would they leave their email address and phone number to receive notifications?

As a good will gesture, who have shared their personal details was given, “First meal on us Card” which will allow them to come and. visit
our restaurant and would not have to pay anything.
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TARGET MARKET CONTINUED...

¢ According to the research carried out, 80% of the people do dine out more than 3 times in a
month. More than 80% order 3 times or more takeaways in a month.

* They thought, it was an interesting concept, great food idea, stands out from other restaurant which
is currently present in the area. Over 70% agreed, it is a fresh new concept.

* Over 80% would like to visit the restaurant and would like fresh food idea, they expect fresh
ingredients, vegetarian and vegan option, good friendly service.

* 80% agreed to like our social network page and would share their views about the restaurant to
their friends and families.

* 80% or more people agreed to leave their details with us and happy to be contacted for further
research.

Due to the recent change in legislation, according to the GDPR all data are kept safe and we only
collect data only for research purposes with active permission from the individuals.
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MARKETING PLAN

Social Media W Happy Hours
new menu
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SOCIAL MEDIA,
EMAILS AND
WEBSITE -
CHEAPER,
RELIABLE AND
FAST MARKETING
CONCEPT - FREE OF
COST

Biggest marketing tool is social media, either Facebook, Instagram and Twitter

Engaging with the guest, reaching out to them via email, social media post,
competition, encourage to post photos.

Posting new food and drinks menu regularly

Push notification for any update and promotions via email and text messages
Short video advertisement

Team engagement can help to promote

Loyalty programme for guests

Ask guests to rate the restaurant in TripAdvisor, increases the footfall of the
restaurant

Reading reviews of other restaurant allows to understand the competitive
market

Discounts and specials

Websites to be posted with new deals and promotions
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Leaflet

[

E Tv and radio advertisement
PAID

MARKETING

",5,’,“ Promoting in local events

@ Sponsoring in sports and other activities
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MANAGEMENT TEAM - INITIAL PLAN

Initial plan to divide all the responsibilities between each other; to ensure less
spending.

Andrei Sofronie
Yawar Hossain Carmen Jodireasa Food and Beverage and
Head Chef and Food General Manager and Front of House

Development Human Resources Operation, Guest
Satisfaction

Andrea Susanu

Assistant Manager and
Team Development
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MANAGEMENT TEAM - FUTURE PLAN

* Initial goal is to minimise spending and maximise profit

* Individuals have taken extra roles to fill up the gap on management team, and
cutting initial cost

* Recruiting and replacing the roles of the operations management team

* Training and development of the team and operation practices

* Implementing strategic management and lay principles to the team

* Initial role of the partners is to lay foundation of the restaurant for the future
success

* Releasing the senior management team or the partners of the operational
responsibilities to overlook the future growth of the business
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MANAGEMENT PLAN (30-60-90]
PLAN FOR SUCCESS

* Recruiting Salaried Manager — General Manager, Head Chef, Sous Chefs, Assistant Managers, Team Leaders
(Front of House and Back of House)

¢ Recruiting Hourly Colleagues

¢ Restructuring of the Business

* Training and Development

* Operational Standards

 Business Audit (Food and Financial)

¢ Sales Plan

* Profit and Loss Account

¢ Management meeting to discuss opportunities

¢ Menu and food development ideas
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FINANCIAL PLAN

Monitoring &
Reviewing
Financial Plan

Implementing

& Presenting
Financial
Plan

Situation

Establish Goals

& Objectives

Finance Plan

Sales Forecast
20202021
Month September  October ~ November December  January  February ~ March
ProjectedSales  £40000  £120,000  £120,000  £150000  £100,000  £100000  £120,000
Projected meals 2667 8000 8000 10000 6667 6667 8000

Currently looking at 70-30 spiit, with average spend per head £15.00 including drinks.

Al the figures are approximately calcualted. First month, we have two weeks of VIP nights, where guests can dine in
for free.

‘The figures has been adjusted accordingly, VIP nights and festive period.
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FINANCIAL PLAN - BUDGET
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FINANCIAL PLAN - SALES
PROJECTION

Yearly Sales Forecast
Years 2020 2021 2022 2023 2024
Projected Sales £750,000 £1,350,000 £1,620,000 £1,782,000 £1,960,200

First year kept same sales figure, second year forecasted at YOY growth at 20%, Following years at YOY growth at 10%

Yearly Sales Forecast

£1,960200
£1,782000
£1,620000

£1,350000

3 4

= Yearly Sales Forecast = Projected Sales
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FINANCIAL
PLAN -
SUMMARY

Food (dry) and Drink (wet) split 70-30

Budget has been adjusted according with VIP nights, festive period, other events,
where guest dine in for free. It allows two weeks of strict marketing and
feedback.

Budget for Financial Year 2020-2021 has been adjusted as it is not a full year,
consists of seven months.

Contribution of £50,000 from each owner, for buying initial equipment, rent,
wages, food stock, and keep cash flow of the business.

Budget has been done carefully and taken all the expenses into consideration
Gross Profit at £530,000 (70.67%)

Food Cost at £220,000 (29.33%)

Net Profit at £175,880 (23.45%)

Salary and Wages at £231,000 (30.80%)

First two years projection has not been changed, third year has been increased
at 20%, fourth and fifth year has been increased at 10% YOY sales. Projections
has been done according with Bank of England inflation rate, (currently at 2%),
increase in minimum wage, increase in cost of goods, other factors.




image33.png
aQ

Z
7/

B @ < »e

S

Great Location

Fresh concept

Excellent Food

Experienced Team

Strong Operations Standard

Marketing Strategy Implemented

Good Financial Control and Increase Profitability

Running Safe Business
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I Introduction
Welcome aboard!

Congratulations, you have been selected for the new role as a member of the team in 21
KNOTS Restaurant.

The Operations Standard Manual (OSM) has been constructed fundamentally for the
employees of the 21 KNOTS Restaurant Company, to ensure smooth running of day to day
operation in our restaurant.

This document has been created to serve numerous purposes. The main purpose of this
document is to serve as a reference, guidelines and training tool, in effective and running
of successful operation of 21 KNOTS Restaurant Company.

This manual provides all the vital information relates to standards, procedures, processes,
product, business methods and some key areas of operational support needed for the
daily operation of 21 KNOTS to ensure we meet or exceed the exceptions of our
customers.

The Operations Standard Manual is predominantly focused on restaurant operations and
the support functions to restaurant operations in Marketing and Human Resources.

The Operations Standard Manual has been written by the professional team of 21 KNOTS,
who has number of years' experience in hospitality industry. They have knowledge on UK
Legislation which controls the operating Standards of restaurants in this country.

This manual is often reviewed and updated to ensure it is adhered and comply with the
rules and regulations.

It has been agreed by the board of directors, to ensure brand standards are followed at
the highest level and consistency in operations standards.
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. Food and Safety Management System

Food and Safety Management System (FSMS) is the process handling, preparing and
storing of food in a way to ensure it minimises any risk from foodborne illnesses. It is of
utmost priority for our guest and the business to ensure the member of our team is
handling the food carefully and follow all the guidelines provided by the Food Safety Law.
It protects the business from liability of any health concern rises from eating in or out of
the restaurant, and also protects the consumers from any health risks and pre related
conditions such as allergy.

It is the duty and responsibility for the management team and food handler to ensure all
Food Safety Management System is followed without any compromise and are free from
any contamination on daily basis.

According to the Food Safety and Hygiene regulations, all the food we prepare, and sell
should be safe to eat and must be written down in due diligence diary. All the food
handlers are responsible for following the safe methods and should notify and report to
manager on duty if there any problem arises and should be noted in the due diligence
dairy. Business would be provided with both due diligence hard back diary and cloud
based FSMS where the food handlers to record all relevant issues and both the food
handler and the manager on duty should sign off at the end of day.

All food handlers and managers to go through level 2 and 3 food safety training course
and must hold the certificates. No one should be working in the kitchen until everyone
holds the qualifications.

The food safety management system has been developed according to the procedures based
on the principles of Hazard Analysis Critical Control Point (HACCP). This FSMS will show how
to identify and control any hazards within the food businesses. In another word, “HACCP is a
way of managing food safety hazards. Food safety management procedures should be
based on HACCP principles.

HACCP involves:

o Looking closely at what you do in your business, what could go wrong and what
risks there are to food safety

o Identifying any critical control points the areas a business needs to focus on to
ensure those risks are removed or reduced to safe levels

« Deciding what action, you need to take if something goes wrong

o Making sure that your procedures are being followed and are working

o Keeping records to show your procedures are working
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A hazard is something that is dangerous. A food hazard is something that could make food
unsafe or unfit to eat. It’s important you can identify those stages in your business when
hazards could be present so they can be removed or reduced to safe levels.

There are three main types of food safety hazards:
« microbiological - involving harmful bacteria
« chemical - involving chemical contamination

« physical - involving objects getting into food”

To protect the business and our guests, 10 Food Safety Critical has been identified. They
are as follows:

I Handwashing

1. Hot Water

n. Time Control

. Temperature Control
V. Cross Contamination
VI. Pest Control

VIl.  Cleaning and Sanitising

VIIl. Approved Products
IX. No Other Food Safety Violations are present
X. EHO report and violations corrected

In addition to the above safety, the 21 KNOTS Restaurant Company has partnered with an
external audit team Quality and Safety Control (QSC) to perform audits on behalf of the
21 KNOTS Restaurant, two to three times unannounced in a year to ensure safety of our
guests. On top of that, internal audit team (IAT) to perform unannounced visits to
enhanced safety for our guest and business.

Handwashing

Handwashing is one of the important food safety critical. Effective handwashing will
eliminate bacteria spread to the food. According to the Food Safety Standards
handwashing should be carried out every hour, however we have added extra measure to
ensure every food handler to wash their hands every twenty minutes to prevent spreading
of bacteria.

Step by Step guide has been provided:

‘Step 1: Step 2:
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|Wet your hands thoroughly under warm
Irunning water and squirt liquid soap onto
our palm.

(

[Rub your hands together palm to palm to make a lather.

IStep 3:

IRub the palm of one hand along the back of
the other and along the fingers. Repeat with
the other hand.

Step 4:

IPut your palms together with fingers interlocked and rub
lin between each of the fingers thoroughly.

Step 5:

IRub around your thumbs on each hand and
then rub the fingertips of each hand against
our palms.

Figure 1

Step 6:

Rinse off the soap with clean water and dry your hands
[thoroughly on a disposable towel. Turn off the tap with the
[towel and then throw the towel away.

Hand to washed after, cleaning, changing workstations, prepping raw food, after breaks,
using toilets, changing bins, etc. If disposable gloves are used to ensure wash your hand
prior to prep or cook foods, disposable gloves are not alternative to handwashing, hand

to be washed on regular basis.

Hot Water

According to the Food Standards, premises should have running hot water. Most bacteria
do not survive on 70 degree Celsius, to ensure bacteria is eliminated and not spread to
the food. Hot water should be available in hand washing sinks, pot wash sink, guest toilets,

staff toilets.
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Time Control

All the food product should be dated, labelled and within time control. High risk food item
should be kept according to food standards agency’s and local authority’s guideline.
Product should not be relabelled, anything which has expired should be thrown away and
recorded as waste. All food items to be recorded twice daily on FSMS diary.

Temperature Control

All food should follow strict temperature controlled, including heating, cooking and
cooling. All frozen products should be kept under the temperature between -18 to -23
degrees Celsius, and fresh products should be kept under 1 to 5 degrees Celsius. Cooked
food should be cooked minimum of 75 degrees Celsius and should be measured by the
thermometer, no food should be served to the guest under 75 degrees. Hot food should
be cooled down to 10 degrees before it could be stored in fridge or freezer. The food
handler should use ice bed or running through cool water or blast chiller.

Cross Contamination

Coloured boards and knives should be used while prepping food, raw and cooked food
should be separated, also dairy, fresh produce, unwashed vegetables should use different
colour coding.

Raw meat - Red

Raw fish — Blue

Cooked meat - Yellow

Salad and fruit — Green

Vegetables — Brown

Bakery and Dairy — White

Different probe thermometer should be used to prevent cross contamination. Should have
spare thermometer to ensure cross contamination is prevented.

Handwashing should be done regularly to prevent cross contamination, changing station,
all food handlers should have full knowledge about 14 allergens. All the food handlers
should be trained on allergens before they start working in the kitchen. According to the
recent change in legislation, all the business should give full information about allergens
to the guests. The allergens are as follows:

Celery

Cereals containing gluten
Crustaceans or shellfish
Eggs

Fish

Lupin

Milk

Molluscs
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Mustard

Nuts

Peanuts

Sesame Seeds

Soya

Sulphur dioxide (sometimes known as Sulphites)
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GLUTEN PEANUTS TREE NUTS CELERY MUSTARD

00000

EGGS MILK SESAME FISH CRUSTACEANS

06060

MOLLUSCS SOYA SULPHITES LUPIN

Figure 2

All food products to be separately, cooked and raw food products should be kept
separately, and other high-risk food products and allergen products should be separated
and highlighted as allergen.

Other contaminations are chemical and physical. Ensuring all physical contamination
should be prevented by ensuring none other items should be brought back in the kitchen.
Glasses should not be used in the kitchen. Chemicals to be labelled and not mixed.
Chemicals are to be stored away from food area. Only approved cleaning chemicals to be
used, not other store-bought item should be used in the kitchen.

Pest Control
Active pest control management should be in place, approved pest controller should

monitor in any activity and should be recorded in FSMS diary. Thorough cleaning should
take place both back of house and front of house. Bins should be cleaned regularly, and
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all food and guest area should be free off any dirt and food debris as it attracts pests and
rodents. In summer, ensure professional cleaners to introduce to clean thorough bin
cleaning to ensure maggots are not forming. All doors should be kept shut at all times.
Any cracks or holes should be sealed to prevent pest activity.

Cleaning and Sanitising

Cleaning food prep area and serve area to be daily cleaned. Attention to detail cleaning
should take place daily and weekly. Cleaning and sanitising prep, cook and serve area
regularly, and use approve chemicals which has been selected by the company. Ensuring
COSSH data are available for those chemicals.

Approved Products

Approved Products to be used, no other store-bought products should be used at all. It is
against company policy to use other food products or chemicals. Only approved supplier
to be used. In case of emergency arises, only buy from the selected supermarket and well-
known brand.

No Other Food Safety Violations are present

Ensuring only approved food and chemical products are used. In case of emergency or
supplier shortages, the products should be bought from renowned sources and should be
recorded FSMS diary. Any product which is bought, packaging should be kept for 28 days
and then can be destroyed after, if there are any potential claim arises could be refer back
to the packaging.

Potentially Hazardous Foods which causes food borne illness are inclusive of the following:

Raw Protein

Cooked Protein

Fresh Produce

Dairy Products

Eggs and egg products
Sea food and shell fish

EHO report and violations corrected

EHO report should be available, any recommendations and violations should be actioned
immediately. Manager on duty should full understanding of the audit and how it is carried
out. EHO Officer should be allowed entry and should not stop them from coming into the
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site, as this is a criminal offence. The Directors should be notified straightaway about any
fixed penalty notices. The manager on duty should never forge any document of FSMS.
The FSMS diary is a due diligence diary and no one should tamper it or do any fraudulent
activity.

Personal Hygiene

Personal Hygiene should be followed and maintained. Long hair should be tied back, bear
should be trimmed, nails to be kept short and no nail varnish to be worn, no jewelleries
to be worn apart from plain wedding band and small studs for ears. Clean uniforms to be
worn at all times and should be pressed and smell free. Any cut should be covered with
blue plaster. Confine eating and drinking in the restaurant, only designated places should
be used for staff breaks. No outside food is allowed.

Not complying any of the above could lead to disciplinary action against the person.
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Food Cycle Checklist:

Food Item

Day Checked

Discard Date
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Shelf Life Chart:

Food Item

Time

Thaw Time

Temperature
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n. Health and Safety

21 Knots is committed to the Health and Safety of its guests and its employees. We will
comply with all local and national law. A safe environment is a primary consideration for
everyone. Most accidents happen as the employees do not follow correct guidelines,
correct weightlifting is not followed or not using correct Personal Protective Equipment
(PPE) given by the company, falls or trips by not putting caution sign if the floor is wet or
cleaning in progress. Most accidents could be avoided or prevented by being careful and
follow the correct company guidelines. According to the guidelines from Public Health
England, Health and Safety posters to be present where them employees work. Public
Liability Insurance should be visible.

Employees are provided with pairs of heat resistant gloves and aprons, disposable gloves
and aprons, visors, heat and slip resistant and steel toed shoe, oven mitts, metal mesh,
cut resistant gloves, dishwashing gloves. Approved chemical should be used and should
not purchase any chemical from any sources. Relevant PPE to be used for cleaning,
cooking and prepping.

Do not use any equipment unless member of team is trained. It is a responsibility of the
manager and duty manager to ensure team are given relevant training. The team should
follow all the training before they start work and are under supervision for the first week.

Never tamper electronic equipment and should be turned off and cable to be removed
from the socket before cleaning them. Any faults noticed should be reported to the
manager on duty. Wear approved uniform at all times. Failure to comply with safety
standards may result in disciplinary action. All safety rules, procedures and incidents must
be recorded, documented and maintained. All employees must complete health and
safety training as part of induction and training process.

Fire Protection and Fire Evacuation

Restaurant is provided with fire extinguishers, fire blanket and built in ansul system in the
kitchen. Following standards and cleaning is very important to ensure there are no grease
build up. Manager should do regular drills to ensure safety of the employees and guest, it
should be recorded in the Health and Safety diary. All the service history of all equipment
is to be recorded in the diary. There is biweekly cleaning of canopy to prevent fire hazards.
Based on the restaurant plan, the fire evacuation to take place and the assembly point is
at the car park. Fire doors to be kept shut at all times, and all the doors are especially
designed to keep fire away for 60 minutes.

Fire Evacuation:
If there is a fire in the restaurant, try fight the fire if it is too big, please raise the fire alarm

and speak to the manager and then leave through the next available fire exit, please do
not take any belongings and dial 999 ask for fire brigade.
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Other Critical Events

All the managers should be first aid trained, and there should be at least one person first
aid trained should be present in the premises at all times. Anyone required first aid should
be recorded in the incident and accident section of FSMS diary.

The site is secured through alarm system, in case of alarm went off the key holders will be
notified and should be asked to visit the site. If the intruder alarm goes off, the alarm
company will confirm there has been a guaranteed breaking in, and the police has been
called. If there is a robbery, the individual need to stay calm and there are panic button
near the tills, if the person cannot reach it, the individual should not put their life at risk.

Material Safety Data Sheet (MSDS) is provided for all the chemicals are used. In case of
any incident or accident, it should relate to material safety data sheet.

The Restaurant Manager should record all the safety data in the due diligence book,
including risk assessments. The risk assessments should be carried out yearly to ensure
safety of our employees and guests.
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v. Cleaning

Cleaning Standards are vital in restaurant operation, first impressions always count. Good
housekeeping and cleaning in front of house will bring good experience for the guests and
it applies the same for the back of house. Even though guests cannot see it fully, but it
creates working ethics and standards, also protects the brand.

Manager require to follow up on the cleaning standards, opening and closing check list to
be followed. Additional cleaning duties to be added without failure, to keep in good shape.
Guest toilet to be checked regularly for any disappointment.

Restaurant and bar area to be clean daily including hoovering, mopping, dusting, windows
to be spotless, tables and chairs to be thoroughly cleaned. All the relevant jobs to
allocated by the manager on duty.

Cleaning check list:

DAY SUNDAY MONDAY | TUESDAY WEDNESDAY THURSDAY | FRIDAY | SATURDAY
BAR

Sink

Drink Surface

RESTAURANT
Tables

Chairs
Windows
Doors
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V. Human Resources

The human resources have been divided in four sections, recruitment, training and
development, payroll and employee relations. Human resources are required to ensure
smooth running of the operation of the 21 KNOTS Restaurant.

Recruitment

Recruitment deals with screening, selecting, vetting and hiring of potential candidate. The
hiring process of hourly paid colleague are done by the management team in the
restaurant. The salaried position recruitment should be carried out by the Recruitment
Manager. Issuing offer letter, legality checks, referencing checks.

Training and Development

Training and Development is carried out by the Learning and Development (L&D) team.
The L&D team focuses completely only on team appraisals, training, development,
apprenticeship, introduction to management roles, chef development roles.

Payroll
Payroll resolves any payroll queries, any new employees joins the business, posting
payslips.

Employee Relations

The purpose ofemployee relationsis to strengthen the employer-employee
relationship through identifying and resolving workplace issues, measuring employee
satisfaction and morale, and providing support and input to the company's performance
management system. Employee Relations main responsibility is to manage workplace
conflict, it deals with formal investigation and disciplinary, grievances, support managers
and employees with any queries with employees in terms with relevant law and
transparent practices. The employees and employers can ask for advices from Employee
Relations for work related queries or conflicts.

Team Members and Managers responsibilities are explained on employee handbooks and
contracts.

All the employees are required to carry out the duties and responsibilities on their
contracts, and any additional duties assigned to them by their line manager.

\'8 Operations and Standards

21 KNOTS Restaurants operate as full table service. The waiting staff required to take order
at the table with the handheld device. Initial order should be drink, and within five minutes
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drink to be served. After serving drink, food order to be taken. Within twenty minutes,
starters to be served followed by another thirty minutes mains to be served. Desserts to be
offered and served accordingly. Upselling or Suggestive selling should be done with every
guest to improve spend per head.

21 KNOTS is a casual dine in restaurant, we offer a friendly and service. The waiting staff
require to wear uniforms strictly as they represent the restaurant.

The restaurant has partnered with Mystery Diner company (MDC), and the company provides
report how the visit has been based on their experience on that day. Getting less than 80%
on the report classify as poor performance, and it is stated on employee handbook. On
manager handbook it is stated how to deal with poor performances.

No phones are allowed while on shift, phone, money and other valuable items should be kept
on the locker. 21 KNOTS restaurant does not take any responsibility for lost or stolen of
valuable items.

Cash Policy and Tips

The team member required to bring their own float. At the end of the shift any cash
transaction to be given back to the manager on duty before they sign off. Any loss of cash or
card payment is their own responsibility, should be paid back at the end of the shift. The
manager needed to authorise sign off, if manager authorises sign off it becomes manager’s
responsibility unless there are further communication. The same principle applies to the
manager.

All the gratuity and tips go 100% to the member of team who served the table, applies same
for the manager. There are 10% of service charge added to any table served over four people,
the full-service charge goes to the back of house then it gets shared between the team.

Any member of team found doing fraudulent activity and playing with the system. The
company has the right to suspend someone with full pay pending investigation, if the person
found guilty his/her contract will be terminated and police will be called with further charges
until money has been recovered from the person. The company has every right to search an
employee’s bag. The manager needs to ensure two people is present while the search carried
out, and the second person needs to be another person employed by the company.

The Team to carry out till operations and sale of any items, correct order to push through the
point of sale (pos) system. Manager to train employees wherever the team requires further
training.

Loss Prevention

All property belongs to 21 KNOTS, no one should remove any property without the consent
of the senior management. The person would require express consent from the line manager.
If anything removed without prior consent would be classified as theft, these includes stock,
goods, electrical goods, money, etc.

No one should give free food or drinks, to get tips from the guest. This will be classified as
theft and will be reported to law enforcement. The company has partnered with civil recovery
company to ensure all goods which has been stolen can be recovered and will use highest
penalty against them.
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Customer Service
21 KNOTS restaurant encourages everyone in the team to acknowledge customers as guests,
in the future references the customers will be referred to as guests.
There are 8 steps to good customer service, they are as follows:
e Meet, Greet and Seat
Take a drink order
2-minute drink drop
Order Taking
Entrée delivery
Check back
Clean, clear and check
Farewell and guest departure

After each meal the guests are given the handheld device which are used by the waiting staff
for feedback. The feedback helps us to improve the food and services.

Guest complaints

All guest complaint should be resolved in house, the waiting staff should be able to resolve
initial dissatisfaction. If the resolution offered by the team did not made the guest happy. The
waiting staff should speak with the manager and will ask them to intervene and resolve on
their behalf. The manager should be able to offer different food on the menu or comping off
the food. The manager has full discretion to authorise any discount off the bill. The guest
should leave happily. There should not be any compromise on our service. If they are still
dissatisfied, the guest should write to the restaurants Head Office.

Guest complaint should be dealt in following way:

L — Listen to your guest in an empathy way

A — Apologise to your guest for the inconvenience

S — Satisfy their needs or demand

T — Thank them for bringing to your attention and you was able to resolve it

VIl.  Management

The term manager is referred to as manager on duty, anyone running a shift is classified as
manager on duty, that includes Shift Supervisor (SS), Assistant Manager (AM), Deputy
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Manager (DM) and General Manager (GM). There will be more position available during
successful running of the operation.

The responsibility of manager is to ensure smooth running of operation and without
compromising brand standards. GM executes full Operation Standards Manual and refer back
when needed for support. GM who is in charge and holds full responsibility of the business,
spends time developing marketing strategies to improve sales and profitability.

The GM is supported by AM or DM to support the business followed by SS.

The job description and detail responsibility are attached with the contract of employment.

The GM has full authority over profit and loss account, marketing strategies, product
development with Head Chef (HC), training and development, sales strategies, increase
profitability, supplier, human resources, recruitment, labour, controllable cost, due diligence,
etc. GM shares his/her responsibility with his/her AM and SS to improve the operation and
strategies of the business.

All the manager should be trained on level 3 food safety, health and safety and first aid. The
Salaried manager to hold personal licence to ensure sale of alcohol. The salaried manager
should also be trained on P&L courses, how to drive your own business course, conflict
management, team development and job specific courses.

The managers should be goal driven and result oriented, should have their own business plan
and swot analysis carried out. The GM require to do their own 30-60-90 strategic plan in
SMART (Specific, Measurable, Attainable, Realistic and Time and deadline driven) approach.
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MENU CONTACT
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OUR COCKTAILS

Cocktails are created
by one of our
trained bartender
who has been
working with the
cocktails for past 10
years, creating
different cocktails.





image58.png




image59.png
OUR MENU >

-





image60.png
CONTACT US

info@21knots.com [F
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Monday 11:30 - 22:00
Tuesday 11:30 -22:00
Wednesday 11:30 - 22:00
‘Thursday 11:30 -22:00
Friday 11:30 - 23:30
Saturday 11:30 - 23:30
Sunday 11:30 - 2200

Please check back on our website for public holidays and Christmas
opening hours
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