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THE SCRIPT

Slide 1:
· Title & Cover Page
· Hi! My name is Rebekah Jones, and I am a third-year, level six student here at UWTSD. Today, I am exploring into the key challenges that managers face in the modern organisation. 

Slide 2: Reference no. 1
· Introduction
· This report addresses the recent management complaints at Las Iguanas, but first... what is Las Iguanas? 
· (Read Slide) = Las Iguanas offers a unique dining experience centred around authentic Latin American cuisine and culture. This thematic focus on Latin American food, drink, and atmosphere provides a distinctive niche that appeals to customers looking for something different from the typical dining experience in the UK.” ~  retrieved from Las iguanas’ website

Slide 3: References no.2,3 & 4
· The Stats.
· To explain the information presented, I have broken it down into key points. 1) Feedback volume: 550 pieces of feedback per restaurant per month. This indicated that Las Iguanas actively gathers a substantial amount of data from its customers, which can be used to address and improve service quality, menu items, and overall guest experience. 2) Marketing database growth: 33% of guests using ‘FeedItBack’ sign up to the marketing database, this engagement is valuable for targeted marketing and customer relationship management. 57% of guests signing up to the marketing database are new guests, more than half, this is an important metric as it indicated success in attracting and capturing new customers through feedback mechanisms. 3) Trip advisor performance: 30% increase in Trip-Advisor reviews reflects increased customer engagement and possibly improved visibility and reputation on the platform. 4.5 stars with 1,861 reviews, this high rating indicates a strong customer satisfaction. The breakdown of reviews highlights that the majority of reviews are positive, with customers rating their experience as excellent or good. The importance of feedback in the hospitality industry is second-to-none, engagement through online reviews has proved success for Las Iguanas.

Slide 4: References no.8 & 11
· The issue at hand.
· Although from previous statistics and research, Las Iguanas seemed to be doing okay. Las Iguanas has received several complaints related to their management practices. Here are the areas for concern. Complaints of employees feeling undervalued and over-worked, with some reported incidents of staff treatment via poor communication or lack of support. Staff members have raised concerns about working long hours and insufficient breaks, which can negatively impact their work-life balance and overall job satisfaction. Some employees have pointed out the lack of comprehensive training programmes and development. Inadequate training can lead to inconsistencies in service quality and increased stress amongst staff who feel unprepared for their roles. There have been complaints about the performance appraisal process, with some staff feeling promotions and raises are not fairly or transparently rewarded. Issues with conflict resolution have also been highlighted, employees feel that conflicts are not always handled effectively or promptly, leading to a tense working environment. In some instances, employees have reported issues with resource management, such as insufficient staffing during peak times, which can lead to increased pressure and burnt-out staff. 
· Trust Pilot = rated average, 3 stars.
· Las iguanas have received mixed reviews on Trust Pilot, leading to an average rating of three stars. Many customers have praised the restaurant for its friendly staff and the quality and variety of the menu. However, some complaints included issues with small portions relative to the price, inconsistencies with food quality and dissatisfaction with recipe changes. These concerns have impacted to the overall customer experience, contributing to the more moderate rating compared to other review platforms.
· Further research indicated there is an estimated revenue per employee of £245,000. Could they allocate more financial support to their management practices?

Slide 5: Reference no. 12
· Problem Vs Opportunity.
· Yes, they could allocate more financial support towards their management practices. Here’s how: to build a stronger, happier team, Las Iguanas can focus on key improvements. First, enhanced training programmes will prepare staff and management with the skills required to better handle all business challenges. Work-life balance initiatives like smarter scheduling and flexible hours can prevent burn-out amongst staff. Competitive pay and performance-based incentives will boost motivation and retention. Conflict resolution training and a dedicated Human Resources team will create a fair and respectful workplace. And effective resource management will ease the workload during busy times, while employee well-being programmes, from counselling to fitness benefit, will keep the team heathy and thriving.
· By focusing financial resources on these areas, Las Iguanas can address the management related complaints, improve employee satisfaction, and enhance overall operational efficiency.

Slide 6: References no. 7, 14 & 17
· What can we do? Recommendations for Las Iguanas, it starts with you.
· (Read slide)
· When considering recommendations, it is important to remember that they are just suggestions. However certain factors such as efficiency, engagement, and motivation, make these recommendations more compelling. Hearing constructive criticism and feedback about current practices can be challenging, but it signals deeper commitment to the success of the company beyond profit alone. Streamlining operations can reduce wasted efforts by optimising the workflow, which enhances overall productivity and provides extra-curricular training for CV building. The section of employees is important, selecting employees on their suitability for specific tasks and matching skills to roles will maximise job satisfaction and efficiency. To further motivate, introducing team-based incentives driven by Las Iguanas goals but paired with creative rewards, such as “Bar Bingo” or “Iguanas Impossibles” to make work more engaging and fun. Having a clear line of command ensures that every employee has a designated supervisor or manager to report to, providing clarity in communication and accountability. Recognising and rewarding success is crucial, clear communication that all roles are valued equally within the team, will foster a culture of respect and inclusivity, recognising and rewarding success through in-house appreciation incentives will boost morale and motivation. Encouraging all employees to take initiative and contribute their ideas for improvement will enhance continued growth while fostering a culture of innovation. Implementing these strategies can build a more motivated, engaged and cohesive team while driving sustainable business success. 

Slide 7: References no. 9, 16
· How can we do it? 
· Intro: For Las iguanas, a popular restaurant chain, the process can be explained as follows… 
· 1) Scheduled timeframe: This involves setting specific dates or periods for certain tasks or milestones. For example, Las Iguanas might schedule regular reviews of customer service standards, menu updates, marketing campaigns and employee performance evaluations to ensure everything stays on track and aligned with business goals. 
· 2) Regular check-backs: Using regular check-backs to assess the effectiveness of strategies could be conducted through meetings or reports, ensuring the team stays aligned with the overall vision. 
· 3) Feedback: Las iguanas could try to collect more feedback from Trust Pilot data through surveys or reviews, from employees via performance reviews, or from management through internal meetings. This feedback helps identify areas of strength and opportunities for improvement. 
· 4) Re-evaluate: Based on the feedback and results from regular check-backs, Las Iguanas may decide to re-evaluate certain strategies or processes. For example, if a new marketing campaign is not delivering the expected results, the team may re-visit its approach, by tweaking the messaging or adjusting the promotion. Revaluation ensures that the business adapts to challenging conditions and maintains its competitive edge.

Slide 8: Reference no. 4 (again)
· Main competitions: Who are they?
· JKs Restaurants
· Coppa Club 
· Summary: Las Iguanas operates in a highly competitive market, facing significant competition within the hospitality industry. These two competitors challenge Las Iguanas in terms of market share, customer loyalty and brand differentiation. 

Slide 9: Reference no. 4 (again)
· What are they doing?
· (Read Slide)
· To analyse the figures in the table shown in comparison to Las Iguanas, let’s start with the estimated revenue. Las iguanas with an estimated £197 million in revenue, generates significantly more revenue than both JKs Restaurants and Coppa Club, whose revenues are £40 million and £58million, respectively. This indicates that Las Iguanas has a much larger market presence and higher sales performance. Las Iguanas employs 804 people, compared to 257 at JKs Restaurants and 324 at Coppa Club. This suggests a larger operating scale, potentially across more locations or with broader service offerings. Employee growth for Las Iguanas is 7% matching Coppa Club, but lower than JKs 31%. Although, JKs Restaurants is expanding rapidly, such growth can present challenges if it is not managed sustainably. 
· Outro: both companies tailored their approach to meet different market demands this highlights the importance understanding and catering to diverse consumer preferences. To maintain competitive edge, completing the recommendations provided throughout this presentation is highly strategic.

Slide 10: References no. 10 & 13
· Strategies and Initiatives.
· Intro: Being a part of hospitality is like joining a second family. You laugh together, support each other through tough shifts, and share countless hours side-by-side, even if it happens within the walls of work, it is a unique bond. Implementing these recommendations can go a long way, not just for the company but for you and your team. When you motivate yourself, that energy inspires those around you.
· Main Point: Imaging striking the right balance between the classic management theories, of Fayol and Taylor and applying them to today’s workplace. Together we can create a harmonious approach at the ‘new’ Las iguanas where we have open communication culture, performance monitoring and incentives, leadership development, agile management practices, employee empowerment and training, sustainability and Corporate Social Responsibility.
· Outro: Which of these matters most? That’s for you to decide - but why not aim for all six? When we combine motivation, clear leadership and commitment to growth, we can strengthen not just our workplace, but also make it a thriving, dynamic environment where everyone succeeds together. 

Slide 11: References no. 5, 6 & 15.
· To conclude. 
· Navigating contemporary management at Las Iguanas. 
· Key Management Challenges: Firstly, let’s explore key challenges shaping the hospitality industry. Integrating technological advancements while also maintaining a personal, human touch is critical for meaningful guest experiences. Globalisation guides managing diverse teams and serving international customers, therefore acquiring adaptability and cultural sensitivity. Sustainability follows, where balancing profits with environmental and social responsibility is no longer optional, it is essential for long term success. With employee engagement, motivating and retaining talent is vital in today’s competitive market, proving that investing in people enhances both service and loyalty. This presentation represents how these challenges are also opportunities to innovate and grow in this ever-changing hospitality industry.
· Now let’s look at two timeless foundational management theories that still shape and influence business today. Firstly, we have Henri Fayol’s Administrative Theory, where Fayol identified five key functions. Planning, meaning using strategic foresight to navigate market changes and stay ahead. Organising, by distributing resources efficiently and creating strong structure. Commanding by providing clear leadership and direction to guide teams effectively. Coordinating to align activities will ensure smoother operations and controlling by identifying that monitoring performance and making improvements is essential to stay on track. Next is Fredrick Taylors Scientific Management theories, focusing on optimising efficiency. Efficiency is streamlining processes to boost productivity. Standardisation is developing the best practice to ensure consistency amongst results. Division of labour is specialising tasks to increase expertise and efficiency. Incentives by connecting rewards to performance to keep employees motivated.
· The synthesis and future outlook includes blending tradition with innovation, this is key to navigating today’s business landscape. By leveraging classical management theories, we can tackle modern challenges with fresh perspectives. Adaptive leadership also plays a vital role, agile management practices will help Las Iguanas stay resilient and responsive. Lastly, sustainable growth. Long-term success depends on making ethical, strategic decisions that balance profitability with responsibility.
· Outro: in conclusion, las iguanas faces numerous modern management challenges but blending these classical theories with contemporary practices will help achieve sustainable growth in all areas, all-while maintaining a competitive edge. 

Slide 12: End Slide.
· Moving forward into a new year, if we continue striving to do better - we are already halfway there, maintaining these strategies will result in the next five years looking brighter than ever. As we wrap up, remember success is built on a foundation of teamwork, communication and shared purpose. Every small action contributes to a bigger result and every effort we make today sets the stage for an even brighter future tomorrow. The hospitality industry being built on our colleagues, our customers and ourselves means together we can create that environment where everyone thrives, grows and enjoys the journey. So, let’s move forward with purpose, passion and commitment to building something truly great. Thank you for listening!


Slide 13: Reference LIST
17 references.

Slide 14: References to Slides
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