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[bookmark: _Toc213363287]1.Introduction 

[bookmark: _Toc213363288]Working within the hospitality industry, maintaining proper temperatures is crucial to both safety and customer satisfaction. When meals are sent out cold, it not only affects the customers experience but could also raise health concerns. Issues like this can alter customers outlook, their trust, it can cause complaints and can create a reputation for the business. 
[bookmark: _Toc213363289]This work examines the problems and processes of the cold food being served, focusing on what happened from the preparation to the point of serving, it applies structured problem solving and decision-making methods to identify root causes, to find options and solutions to the issue, and to evaluate improvements. The aim is to ensure that every, meal sent out is meeting all the requirements, all the required temperature standards and nutritional values and quality. 
[bookmark: _Toc213363290]The problem could be a simple problem, or it could be a Complex one. 
[bookmark: _Toc213363291]A complex problem is a problem with one or more solution involving a number of stakeholders. It requires analysis before selecting and implementing of the best option or solution (Dietrich Dorner & Funke, 2017)







[bookmark: _Toc213363292]2.Brainstorming

[bookmark: _Toc213363293]2.1 Where brainstorming came from
[bookmark: _Toc213363294]The word brainstorming was originally introduced by Alex F. Osborn in 1953 through his book Applied Imagination: Principles and Procedures of Creative Thinking (Besant, 2016)

[bookmark: _Toc213363295]2.2 Brainstorming ideas to find possible solutions


















[bookmark: _Toc213363296]3. Mind Mapping
[bookmark: _Toc213363297]Mind Mapping, first introduced by Tony Buzan in the 1970s, promotes creative and structured thinking (Buzan & Buzan, 1993) as a method for enhancing how people record and recall information. Dissatisfied with traditional linear notetaking, Buzan introduced mind maps as a radiant thinking technique - a way to represent ideas starting from central concepts and branching out into related topics.
[bookmark: _Toc213363298]The technique is based on how the human brain naturally associates ideas, forming networks of related thoughts rather than follow a strict linear order. Buzan popularized mind mapping through his books, seminars, and BBC Television series Use Your Head (1974)


Mind mapping is a visual thinking technique used to gain information, generate ideas, and enhance learning and memory. It involves creating a diagram that starts with a situation or issue, from which related ideas branch out in a structured yet flexible way. Each branch represents a key idea, and sub-branches show supporting details or related concepts. This format mirrors the way the brain naturally associates and connects information, making it easier to understand complex topics and recall information later.
Mind maps are often colourful and include images, symbols, or keywords to make connections more memorable and engaging. They can be drawn by hand or created using digital tools. The technique is widely used in education, business, and personal development—for activities like brainstorming, planning projects, writing assignments, or studying for exams.
One of the main advantages of mind mapping is that it stimulates both sides of the brain: the logical left hemisphere and the creative right hemisphere. This balanced engagement fosters deeper comprehension and creativity. By visually displaying relationships between ideas, mind mapping encourages holistic thinking, helping users see the “big picture” while still capturing important details. Ultimately, it transforms linear information into a dynamic and creative visual summary.
















3.1 Mind map diagram listing causes & possible solutions


[bookmark: _Toc213363299]	Equipment Issues
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[bookmark: _Toc213363300]4.Fishbone/Ishikawa

[bookmark: _Toc213363301]A fishbone diagram is a that displays the relationship between the various factors that contribute to a particular effect or problem (i.e., causes and effects) in a way that resembles the bone of a fish.   




                                                                                                                      
[bookmark: _Toc213363302]                                                                                                                                                       Power cuts Broken EquipmentEquipment Issues

[bookmark: _Toc213363303][bookmark: _Toc213363304]	Not being compliantProcess and timing problems


[bookmark: _Toc213363305]Cold Food being sent out in the workplace
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[bookmark: _Toc213363310]5.The 5 Why’s Technique
[bookmark: _Toc213363311]When confronted with a problem, have you ever stopped and asked “why” five times? The Five Whys technique is a simple but powerful way to troubleshoot problems by exploring cause-and-effect relationships. (Serrat 2017) Knowledge solutions: Tools, methods, and approaches to drive organizational performance
[bookmark: _Toc213363312]The 5Whys methodology is a problem-solving technique used across diverse fields to unearth the root causes of issues. Despite its widespread use, challenges persist with adequately using the tool and effectively eliminating the root cause. (Al Rifai 2025)
[bookmark: _Toc213363313]There are many factors which made a problem a complex one. Such as:
[bookmark: _Toc213363314]Multiple stakeholders: customers, managers, kitchen staff, front of house staff, health and safety officers.
[bookmark: _Toc213363315]Cost-benefit considerations: new appliances, staff monitoring and compliance measures.
[bookmark: _Toc213363316]Constraints: compliancy within the workplace, safeguarding rules, budget limits, and inclusive design requirements.
[bookmark: _Toc213363317]Several possible solutions: quality control, monitoring the kitchen appliances, checking for draughts, kitchen redesigns, each with pros and cons. 
[bookmark: _Toc213363318]When used carefully, the 5 why’s technique may play a powerful role in the classroom. It can illustrate both the need for depth (as a positive example) and the need for breadth (as a negative example) when analysing complex problems.
[bookmark: _Toc213363319] For every complex problem, there is an answer that is clear, simple and wrong. (Sturmberg, 2014) When it comes to accident investigation, ‘5 whys’ is that answer.
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6. Grid Analysis

[bookmark: _Toc213363321]Grid Analysis is a structured way to choose between alternatives by assigning weights and scores to certain criteria. Therefore, enabling the correct decision-making routes are taken.



	[bookmark: _Toc213363322]Factors:
	[bookmark: _Toc213363323]   Cost
	[bookmark: _Toc213363324]    Time
	[bookmark: _Toc213363325] Comfort
	[bookmark: _Toc213363326]Efficiency
	[bookmark: _Toc213363327]   Total

	[bookmark: _Toc213363328]Weights:
	        9
	      9
	        8
	         9
	    

	[bookmark: _Toc213363329]Check Appliances
	        8
	      7
	        8
	         9
	    280

	[bookmark: _Toc213363330]Check compliancy of all staff members
	        4                                                                                                                            
	      3
	        4
	         9                                              
	      
      176

	[bookmark: _Toc213363331]Check condition of building/kitchen layout
	         7
	       6
	         7
	         9
	     254




[bookmark: _Toc213363332]The top overall score amounted to 280, making it being a clear decision to check the equipment, based on factors such a time, efficiency and money.
[bookmark: _Toc213363333]Although the checks carried out took some time, it was less than if another option was chosen. The ovens, fryers, hot plates, warming station and all other appliances were all efficiently checked over, tested and fault checked. Nothing seemed to be faulty, and everything looked as though it was in full working order. Even with it also being the most effective option, it seemed as though the problem wasn’t established using this form of finding the solution.
[bookmark: _Toc213363334]Then extra time had to be taken to ensure the building was in good condition, good ventilation, no cold areas or drafts perhaps cooling the meals down before their arrival to paying customers. 
[bookmark: _Toc213363335]Still there were no answers investigating these areas. 
[bookmark: _Toc213363336]Initially when the problem arose the managerial staff of the company went straight to the person in charge of the kitchen and food area (chef) this staff member was adamant that compliance to the highest standard was being met from their end so it must have been the appliances not being efficient. After the investigations were completed but the problem yet not solved, the chef was asked again about the continuous issue and then stated if it wasn’t the appliances then it must be the front of house staff that weren’t being compliant and that it must be an issue that end  if the kitchen had all passed the checks. 
[bookmark: _Toc213363337]With a little thought and consideration, the managers decided to hold a meeting with the chef. After a discussion on compliance, time scales, working efficiency and accountability, it seemed the problem was halfway to being understood once it was established without an individual being held accountable for their action’s problems will, occur, remain unsolved and could potentially damage the standard and reputation of the business on a whole. 
[bookmark: _Toc213363338]A second meeting was held, attending the meeting was the front of house staff (waitresses, bar staff) the problem seemed to be clear with a little questioning. 
[bookmark: _Toc213363339]The chef felt as though the job could only be done by themselves, so wouldn’t allow any assistance, then as the established gained popularity the workload increased. Reports from colleagues stated that the chef become increasingly stressed, being more withdrawn also adding to the issue not giving clear commands and direction. 
[bookmark: _Toc213363340]Seemingly the issue was established, yet the answers had only been given verbally and to gain full understanding staff compliance monitoring had to be conducted. 
[bookmark: _Toc213363341]After this was completed it was clear that the chef was under a lot of stress, feeling like asking for assistance would mean they’d be incapable of their role if seen to be struggling, the ego had a big part to play in this as it covered the truth going from one emotion of pride to an issue of working standards not being met and concluding in issues being created and no ownership being taken of the mistakes being made. 
[bookmark: _Toc213363342]Stress at work is a ubiquitous and multifaceted phenomenon (Lazarus, 1993) that is costly for organizations because it contributes to expensive voluntary turnover (Villanueva and Djurkovic, 2009). Work stress can be a particular problem in customer-oriented fields because employees often experience conflicting demands of the company, supervisors, and customers, and these conflicts create dissonance for employees (Ruyter et al., 2001).
[bookmark: _Toc213363343]Research regarding stress in the hospitality industry remains an understudied topic with rich potential for positively affecting peoples’ lives. Only by understanding the specific triggers of stress can workers be helped to effectively alleviate it.

[bookmark: _Toc213363344]6. Stakeholders

[bookmark: _Toc213363345]Stakeholders are important to the business because they are individuals or groups who have an interest in the success and outcomes of a project, challenge or process. Their involvement ensures that decisions are clear and concise by diverse perspectives, needs, and priorities, which can improve efficiency, accountability, and overall quality. Engaging stakeholders also helps identify potential risks early, encourages teamwork, and fosters trust between the business and those it affects. In a workplace context, such as monitoring food safety, stakeholders—including management, staff, regulators, and customers—play a critical role in ensuring compliance, maintaining high standards, and achieving shared goals.

[bookmark: _Toc213363346]Kitchen Staff / Chefs

[bookmark: _Toc213363347]Responsible for preparing food to order and coordinating timing so that dishes are served at the correct temperature.
[bookmark: _Toc213363348]Use heat‑retention methods such as warming lamps or insulated trays to maintain food warmth.
[bookmark: _Toc213363349]Communicate with front-of-house staff to prevent delays between plating and service.
[bookmark: _Toc213363350]This Ensures food quality, reduces customer complaints, and maintains the highest of standards.

[bookmark: _Toc213363351]Front-of-House Staff / Servers

[bookmark: _Toc213363352]Deliver dishes promptly to customers once plated.
[bookmark: _Toc213363353]Coordinate with the kitchen regarding table turnover and service timing.
[bookmark: _Toc213363354]Tell the kitchen of delays so adjustments can be made if necessary.
[bookmark: _Toc213363355]This will guarantee that food reaches customers hot and enhances overall dining experience.

[bookmark: _Toc213363356]Restaurant / Hospitality Management

[bookmark: _Toc213363357]Develop and enforce standard operating procedures for timing, plating, and service.
[bookmark: _Toc213363358]Allocate staff training on time management, communication, and temperature control.
[bookmark: _Toc213363359]Invest in equipment to maintain food warmth, such as heat lamps or temperature monitoring devices.
[bookmark: _Toc213363360]This will improve operational efficiency, ensures consistent food quality, and enhances customer satisfaction.

[bookmark: _Toc213363361]Food Standards Agency/ Health Safety Authorities

[bookmark: _Toc213363362]Establish and raise standards for safe food handling and holding temperatures.
[bookmark: _Toc213363363]Ensure inspections to strengthen compliance with health and safety regulations.
[bookmark: _Toc213363364]Impact: Reduces risk of food illness and protects the establishment’s legal and reputational

[bookmark: _Toc213363365]Suppliers / Delivery Services

[bookmark: _Toc213363366]Supply ingredients and prepared food in packaging that maintains proper temperature.
[bookmark: _Toc213363367]Utilize insulated containers or thermal bags to retain heat during transport.

[bookmark: _Toc213363368]Minimize delays in delivery to ensure food reaches customers hot.
[bookmark: _Toc213363369]Impact: Preserves food quality for takeaway and delivery orders, reducing complaints and negative reviews.

[bookmark: _Toc213363370]Customers

[bookmark: _Toc213363371]Provide feedback on the temperature and quality of food.
[bookmark: _Toc213363372]Highlight recurring issues through complaint channels to help staff address problems.
[bookmark: _Toc213363373]Impact: Encourages continuous improvement in service quality and operational practices.

[bookmark: _Toc213363374]Feedback Platforms / Social Media

[bookmark: _Toc213363375]Share customer experiences and highlight recurring issues that require attention.
[bookmark: _Toc213363376]Encourage management to take corrective measures to improve service.
[bookmark: _Toc213363377]Impact: Maintains the business’s reputation and promotes the highest standard quality control measures.





[bookmark: _Toc213363379]-  Temperature Monitoring

[bookmark: _Toc213363380]What to do: Record the temperature of each batch of  hot food before dispatch.

[bookmark: _Toc213363381]How to monitor: Use a calibrated digital thermometer or data logger.

[bookmark: _Toc213363382]Frequency: Every meal

[bookmark: _Toc213363383]Records kept: Temperature log sheet or digital record.

[bookmark: _Toc213363384]-Packaging and Sealing Checks

[bookmark: _Toc213363385]What to do: Ensure all food is securely sealed and labelled correctly.

[bookmark: _Toc213363386]Compliance requirement: Prevent contamination and temperature drops.

[bookmark: _Toc213363387]How to monitor: Visual inspection before calling for service.

[bookmark: _Toc213363388]Frequency: Every dispatch.

[bookmark: _Toc213363389]Records kept: Daily checklist.

[bookmark: _Toc213363390]-Checking efficiency of all kitchen appliances.

[bookmark: _Toc213363391]Frequency: Daily or before each use.

[bookmark: _Toc213363392]Records kept: Appliances Log.

[bookmark: _Toc213363393]-Time Control Monitoring.

[bookmark: _Toc213363394]What to do: Track how long food spends outside the oven/freezer/microwave.

[bookmark: _Toc213363395]Compliance requirement: Must not exceed five minutes outside temperature control (or per local regulations).

[bookmark: _Toc213363396]How to monitor: Record time on to hot plate after completion of cooking meal and serving times.

[bookmark: _Toc213363397]Frequency: Each meal.

[bookmark: _Toc213363398]Records kept: Time record log sheet.

[bookmark: _Toc213363399]-Corrective Action Review

[bookmark: _Toc213363400]What to do: Review and act on any non-compliance

[bookmark: _Toc213363401]Compliance requirement: Document corrective actions such as disposal, re-heating, or retraining.

[bookmark: _Toc213363402]How to monitor: Review daily logs and reports.

[bookmark: _Toc213363403]Frequency: As required.

[bookmark: _Toc213363404]Records kept: Corrective action report.

[bookmark: _Toc213363405]- Staff Competency and Training Monitoring

[bookmark: _Toc213363406]What to do: Ensure all staff handling cold food are trained in food management.

[bookmark: _Toc213363407]Compliance requirement: Training records must be up to date.

[bookmark: _Toc213363408]How to monitor: Maintain training register; conduct refresher sessions.

[bookmark: _Toc213363409]Frequency: Quarterly or as per company policy.

[bookmark: _Toc213363410]Records kept: Staff training log.

[bookmark: _Toc213363411]-Internal Audit / Compliance Check

[bookmark: _Toc213363412]What to do: Conduct internal audits to verify that monitoring processes are followed

[bookmark: _Toc213363413]How to monitor: Use audit checklist and review corrective actions.

[bookmark: _Toc213363414]Frequency: Monthly or quarterly.

[bookmark: _Toc213363415]Records kept: Internal audit report.

[bookmark: _Toc213363416]-Customer Feedback and Complaint Review

[bookmark: _Toc213363417]What to do: Track any complaints related to temperature, freshness, or safety.

[bookmark: _Toc213363418]Compliance requirement: Must investigate and document all food safety complaints.

[bookmark: _Toc213363419]How to monitor: Maintain complaint register.

[bookmark: _Toc213363420]Frequency: Ongoing.

[bookmark: _Toc213363421]Records kept: Complaint log and investigation report.

[bookmark: _Toc213363422]-Management Review

[bookmark: _Toc213363423]What to do: Review monitoring records, trends, and non-conformances.

[bookmark: _Toc213363424]Compliance requirement: Continuous improvement and documented review.

[bookmark: _Toc213363425]How to monitor: Management meeting minutes 

[bookmark: _Toc213363426]Frequency: Monthly or quarterly.

[bookmark: _Toc213363427]Records kept: Management review report.





[bookmark: _Toc213363428]These measures and procedures will be recorded and monitored over a period of time; adjustments can be made as needed. Monitoring compliance becomes essential to ensure that corrective measures are effective and that similar issues do not happen again.
[bookmark: _Toc213363429] Management implemented this structured monitoring service that includes regular temperature checks, observation of service procedures, and routine audits to ensure compliance to food safety standards. Supervisors can use checklists and digital monitoring systems to record food holding and serving temperatures, ensuring that all meals are dispatched at safe and acceptable levels. In addition, regular and up to date staff evaluations and feedback sessions help confirm that employees understand and apply updated standard operating procedures (SOPs). Customer feedback should also be reviewed to identify any recurring complaints related to food temperature. Through consistent oversight, documentation, and communication between kitchen and front of house teams, then the ability to demonstrate a clear commitment to food safety, quality control, and legal compliance within the hospitality workplace will be apparent.
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