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INTRODUCTION

Importance of Problem-Solving Skills

Problem-Solving skills are crucial in the workplace. They allow employees to confidently tackle challenges and find effective solutions. The ability to solve problems at work is essential for maintaining productivity and efficiency in a dynamic work environment. It helps identify opportunities for improvement, find innovative solutions, make informed decisions, and work as a team to overcome obstacles. Problem-solving skills also contribute to data-driven decision-making, change management, improved communication, and a proactive approach to resolving work-related challenges. In summary, having strong problem-solving skills is essential for professional success and effectiveness in the workplace.


That’s Amore Pasta (Background)

It is an Italian restaurant located in the heart of London, with 10 years of history. It had earned a reputation as one of the best places to enjoy authentic Italian cuisine in the city.
The restaurant was situated on a cobbed street, in a historic building with a picturesque façade and an outdoor terrace. The interior was decorated in a rustic and cosy style, with exposed brick walls, wrought iron chandeliers, and tables covered with red and white checkered tablecloths. 
The Head chef and owner Luigi Duarte is a passionate about traditional Italian cuisine and dedicated himself to using fresh, high-quality ingredients to create exquisite dishes. The restaurant’s menu offered a wide variety of options, from classics like lasagne and spaghetti Bolognese to lesser known but equally delicious regional specialties.
Guests were greeted with warn Italian hospitality by the friendly restaurant staff. The atmosphere was lively and welcoming, with laughter and conversations in various languages. 


The workplace Problem

The Amore Pasta located in London, which has been serving authentic Italian cuisine for a decade, is now facing a new problem complex. In the last couple of weeks, the restaurant has been receiving several complaints from customers about the lack of knowledge of the waitstaff regarding Italian food. This problem has become a cause for concern for the restaurant’s management as it can have a detrimental impact on the restaurant’s reputation and customer satisfaction.

The problem of the lack of knowledge of the waitstaff about Italian food can lead to a negative customer experience. When customers visit an Italian restaurant, they expect the staff to be knowledgeable about the menu, including the ingredients, preparation methods, and recommended pairings. However, if the waitstaff cannot provide this information, customers may feel disappointed and frustrated. This can lead to decrease in customer satisfaction, negative online reviews, and ultimately, a decline in business.

Moreover, the problem can also affect the reputation of the restaurant. Word of mouth is a powerful marking tool, and if customers are not satisfied with the service provided, they may share their negative experiences with others. This can lead to a negative reputation for the restaurant, which can be challenging to overcome. Potential customers may choose to dine at other Italian restaurant with better reviews and reputations, impacting the restaurant’s prestige.1


Additionally, the problem of the lack of knowledge among the waitstaff can also impact customer loyalty. If customers do not feel valued or appreciated, they may choose to dine elsewhere. Repeat business is crucial in the restaurant industry, and losing loyal customers can have a significant impact on revenue. Furthermore, the cost of acquiring new customers is much higher than retaining existing ones. Therefore, it is essential for the restaurant to address this problem to ensure customers satisfaction and loyalty.
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 Possible Causes

The possible causes for the problem of the lack of knowledge among the waitstaff about Italian food in the restaurant can vary.

One possible cause is that the restaurant may not have a clear standard operating procedure for training the staff on the menu and the ingredients used in Italian cuisine. This can result in inconsistent knowledge among the staff and a lack of confidence in answering customer questions about the menu.
Another possible cause is that the restaurant may not prioritizing the importance of food knowledge and customer services in the hiring process. The restaurant may be hiring staff based solely on previous restaurant experience or availability rather than selecting individuals with a passion for food and hospitality. This can result in a staff that is less invested in learning about Italian cuisine and providing exceptional services to customers.

Additionally, the lack of ongoing training and development opportunities can contribute to the problem. Without regular training and development, the staff may not have the opportunity to stay up to date on menu changes or new ingredients. This can lead to incorrect information being provided to customers, causing dissatisfaction and negative reviews. 

Lastly, the lack of a feedback mechanism can also contribute to the problem. Without customer feedback, the restaurant may not be aware of the staff’s lack of knowledge about the food. This can result in a cycle of poor service, negative reviews, and decreased revenue.

Overall, the causes of the problem can vary, but they all contribute to a lack of knowledge among the waitstaff about Italian food, resulting in negative customer experiences and decreased revenue for the restaurant.

Root Causes

After going through the many possible causes and identifying these root causes can help the restaurant management to operate the solutions to address the problem and prevent it from happening in the future.

One of the root causes of this problem can be attributed to the hiring process of the waitstaff. The restaurant is not having a rigorous hiring process that ensures that the staff hired has the necessary skills and knowledge to provide high-quality service. In this case, the restaurant experience over those with knowledge of Italian food. This leads to a lack of understanding of the menu, ingredients, and preparation methods, resulting in a lack of knowledge about Italian food among the waitstaff.
3

Another root cause is attributed to the restaurant’s training process. The restaurant is not providing comprehensive training to the waitstaff about Italian food. The training may only cover the basics of costumer services and restaurant operations, neglecting the importance of food knowledge. This is leading to the staff not being able to answer customer questions about the menu or provide informed recommendations, resulting in negative customer experiences.
  
Furthermore, the lack of knowledge among the waitstaff can be attributed to a lack of ongoing training and development opportunities. The restaurant is not prioritizing training and development for the staff, leading to a lack of motivation and engagement. Without regular training and development opportunities, the staff is not having the necessary knowledge and skills to provide high-quality service.

Lastly, the root cause of this problem is help by the lack of a feedback mechanism. Without a feedback mechanism, the restaurant could face bigger problem, the restaurant wasn’t being aware of the problem, leading to the staff continuing to provide inadequate service. This can result in a negative reputation and create instable economy.


SWOT ANALYSIS

The SWOT analysis of the restaurant which can help to plan a range of solutions to the problem of the lack knowledge among the waitstaff about Italian food.

Strengths:

· Convenient location in the heart of London.
· Authentic Italian cuisine.
· Wide range of menu options.
· Positive reputation among customers.

Weaknesses:

· Lack of knowledge among waitstaff about Italian cuisine.
· Inadequate training and development opportunities.
· Inconsistent customer service.
· Limited marketing and advertising efforts.

Opportunities:

· Expand menu options to attract new customers.
· Increase focus on food knowledge and customer services to improve customer satisfaction. 
· Utilize social media and online platforms to reach a wider audience.
· Partner with local businesses and events to increase visibility and brand recognition.

4

Threats:
· Competition from other Italian restaurants in the area.
· Economic downturn and decreased costumer spending.
· Negative review and words-of-mouth recommendations.

Range of Solutions

After analysed the information and going through all the tools. These are three different group of solutions for the problem of the lack of knowledge among the waitstaff about the food in the restaurant.

Solution 1: Training and Development

· Develop a comprehensive training program on Italian cuisine and ingredients for all waitstaff.

· Offer ongoing training and development opportunities for waitstaff to stay up to date on new menu items and ingredients.


· Provide incentives for waitstaff to improve their knowledge and customer service skills.

Solutions 2: Communication

· Create a feedback mechanism to encourage customer to provide feedback on their dining experience.

· Establish effective communication channels between kitchen and waitstaff to stay up to date on menu items and ingredients.


· Host regular meetings to discuss customer feedback and address any issues or concerns.

Solutions 3: Marketing and Branding

· Increase marketing and advertising efforts to reach a wider audience.

· Develop partnerships with local businesses and events to increase brand recognition.

· Offer promotions and discounts to attract new customers and incentivize repeat business.

Implementing a combination of these solutions can help to address the root causes of the problem and improve the overall customer experience in the restaurant. 5

Weighted Decision-making Matrix.
	
Solutions
	
Criteria for Evaluation
	
Weight
	
Score
(1-5)
	
Weighted score

	Training and development solutions
	Relevance to root causes

	0.4
	4
	1.6

	
	Feasibility of Implementation
	0.3
	5
	1.5

	
	Impact on customer Satisfaction
	0.3
	4
	1.2

	Total
	
	
	
	4.3 (5)

	Communication solutions
	Relevance to root causes
	0.4
	4
	1.6

	
	Feasibility of Implementation
	0.3
	3
	0.9

	
	Impact on customer Satisfaction
	0.3
	5
	1.5

	Total
	
	
	
	4 (5)

	Marketing and Branding Solutions
	Relevance to root causes
	0.4
	5
	2.0

	
	Feasibility of Implementation
	0.3
	4
	1.2

	
	Impact on customer Satisfaction
	0.3
	3
	0.9

	Total
	
	
	
	4.1 (5)
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Based on this weighted decision-making matrix, the most effective solution would be the training and development solution, with a total weighted score of 4.3 out of 5. 


Implementing the Solution


	
	Task
	Predecessor
	Duration 
(10 weeks)

	1
	Develop training materials
	
	1

	2
	Schedule training sessions
	1
	2

	3
	Conduct training session 
	2
	6

	4
	assess effectiveness of training
	2
	1

	5
	Develop follow up materials
	1
	1

	6
	Schedule follow up sessions
	3
	3

	7
	Evaluate waitstaff 
	3
	2

	8
	Evaluate impact on customer satisfaction
	7
	2



	
	Week 1
	Week 2
	Week 3
	Week 4
	Week 5 
	Week 6
	Week 7
	Week 8
	Week 9
	Week 10

	Task 1
	 
	
	
	
	
	
	
	
	
	

	Task 2
	 
	 
	
	
	
	
	
	
	
	

	Task 3
	
	
	 
	 
	 
	 
	 
	 
	
	

	Task 4
	
	
	
	
	 
	
	
	
	
	

	Task 5
	 
	
	
	
	
	
	
	
	
	

	Task 6
	
	 
	
	
	
	
	
	
	
	

	Task 7
	
	
	
	
	
	
	
	 
	 
	

	Task 8
	
	
	
	
	
	
	
	
	 
	 



Gannt Chart
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Communication Plan with Stakeholders

· Owner (Luigi Head chef)
· Investor (the only person who invest in the restaurant)
· Customer (especially loyal customers)
· Waitstaff
· Manager staff

Manager staff

Owner (head chef)
Customers
Investor
Waitstaff


Monitoring Implementation

To ensure the successful implementation of the solution plan for the restaurant, it is essential to have a monitoring process in place. This process allows for the identification of any issues or areas where the plant is not working as intended, which can then be addressed to ensure success.

· Regular reporting: Establish a regular reporting schedule to keep all stakeholders informed of progress towards the plan’s objectives.
· Set up a key performance indicator to measure progress towards the goals identified in the solution plan.
· Encourage feedback and suggestions from all stake holders involved in the implementation of the solution plan. This feedback can be used to identify areas where improvements can be made.
In conclusion, monitoring and review techniques are critical to ensure successful implementation of the solution plant for the restaurant.8



Conclusion
 
After using various tools to identify the root of the problem at the Italian restaurant and determining the best solutions for addressing the issue, it is now clear that the lack of knowledge about Italian food among the restaurant’s waitstaff is a significant problem that needs to be addressed, by utilizing tools such as SWOT analysis, fishbone diagram, weighted decision matrix, and stakeholder communication plan, we were able to identify the root cause of the problem and determine the best solutions to address it.
These solutions including providing comprehensive training on Italian cuisine for the waitstaff, hiring staff with prior knowledge and experience in Italian cuisine, and improving communication between the kitchen staff and waitstaff.

To ensure the successful implementation of these solutions, we recommend establishing a monitoring and review process that includes regular reporting, settings KPIs, conducting performance review, encouraging feedback and suggestions, providing training and development, and continuously improving the solutions as needed.

In conclusion, the implementation of these solutions should result in better customer satisfaction, improved staff knowledge and performance, and ultimately, increased revenue for the restaurant. With a clear plan in place and effective monitoring and review techniques, the Italian restaurant should be able to successfully address the problem of the lack of knowledge about the food among the waitstaff and improve overall performance.
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Relevance to Root causes


This criterion measures how well the solutions addresses the underlying causes of the problem. A solution that directly addresses the root causes will have a higher score than a solution that only partially addresses or does not address the root causes.


Feasibility of implementation


This criterion measures how practical and achievable it is to implement the solution 


Impact on costumer Satisfaction


This criterion measures the extent to which the solution will improve the customer experience and satisfaction


Y-values	Influence/Power of Stakeholder

Interest of Stakeholder
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‘Analyst: Good afternoon, Welcome to this meeting, as you know, 1 wil be here to help you and
understand your problems.

- £rmployee: Good afternoon, thark you forthis meeting | have a couple of things | would ke to discuss.
- ‘Analyst: So tell me, whatis the reason to be here and how are you feeling about?

s Ermployee: Fistl,the coffee shop has been recelving a ot of complaint from the costumer abou the
taste of the productfor quite afew days.

‘Analyst: What do you know it s the reason to change the taste o the product? Product or preparation?
Ervployec: P not sure about t but the coffee we s i one of the best with high auality.
- ‘Analyst: | see, tell me how about your barista sils?

s Ermployee: | feel capable but also the expresso machine | haven't used o mary times before,so m sl
getting used it

1

Analyst: So, haver't you these types of cofee machine before. Have you had any training when you got
the job?

Ermployee: No,just got taught something the first day and nothing else

2

‘Analyst: o, tell me — how do you fee about this complain on the business?

£rmployee:Since the complais have been very repetitive n the shop, my co-workers and me have been
feeling anious and in my case frustrated about this complains

" ‘Analyst: Why do you thinks you fee frustrated?

Ermployee: Because | fel ke | am working very hard o deliver the bestservices, however, | can see that t
is not s good as  think, and | don't know what to do.

‘Analyst: | can see tha this ituation is producing some kind o atmosphere where you feel powerless, and
1 assume your co-workers fee simila. Please tell me. Has this ever happened to you before?

ool Through these days | noticed some co-worker very sress and | may thik i is because of this
problem and answering your question, thi has never happened to me before.

‘Analyst: Have noticed another issue that this problem could cause for the business?

&)

Ernployec: Since the complaining we used to have st of people who were very common on the coffee:
and they haven't been as frequent as they used to be, this could be because of bad feedback we are
receling from the costumer | el ik thi could create a bad reputation on the coffee shop.

ey

23

‘Analyst: | can see tha this could became 2 very serous problem not only for now but for the future, The
3 prestigious of the coffee shop s important, and | would nvestigae it and understands everything i order
0 advice the best option o solve althe problem.
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