
DEVELOPING WORKPLACE CRITICAL THINKING BMSK5001
Gulshaan Indian Restaurant 



Developing workplace critical Thinking BS5001


Introduction:

In this report I would like to talk about Gulshaan an Indian restaurant, located in North London. This is a family business, which makes the restaurant a bit more special, as the family play a huge part in the business, and understand the background behind Gulshaan. 40 years ago this restaurant was called shahana tandoori where my dad used to work part time. He loved the culture and the workplace environment, the place was very warm and welcoming for all employees. He loved serving the community healthy nutritious food and spread the message of diversity. After 20 years the restaurant was up for sale, my father was very upset as he felt attached to the business and believed that it would be the end of Indian cuisine from this neighbourhood, he called all of us and said if we were interested in investing in this restaurant and to keep Indian cuisine alive for next generation. We all agreed and bought the restaurant so that we can serve the community. Since investing into the business and rebranding it to Gulshaan, we have kept the place running for other 22 years, ensuring that we provide top quality food, alongside great customer service. 

I would like to discuss the values, attitudes and beliefs of Gulshaan, which has been enforced by my father when the restaurant was first up and running. He ensured that he created togetherness between his sons and Daughters that were helping him run the business. This would be reflected upon them when customers would dine in. Another value he guaranteed was customers being satisfied with their dishes and the service we provided, He would always tell us to engage with customers and ensure that they are happy with their time at Gulshaan and be friendly and Casual to all our customers. He would also make sure that we share our knowledge about our culture and how we make the dishes and what makes them special. My father also believed in creating a positive and traditional atmosphere and by doing this he created an Indian playlist and put cultural paintings on the walls which fashioned an old fashioned established restaurant. 

One perk that the business offers is the location, it is located in the heart of Kentish Town, this is a busy High street which provides excellent transportation links, such as buses and a tube station, which is right opposite the restaurant. Gulshaan was extremely successful for many years, due to the captivated customers and their loyalty to the business. It has been around for many years, and locals who enjoy the food and customer service, always seem to come back. Another advantage is that we are one of the two Indian restaurants in the busy high street, which has enabled us to ensure that we have unique selling points and that we advertise our business effectively on social platforms. 

However, despite there being so many advantages to Gulshaan, there were a few setbacks which took a toll on the business overall. The business was facing heavy losses, as many mainstream restaurants were being built very close by, which meant the demand for this small family business decreased, and became unrequired. Restaurants such as Franco Manco, Wahacca, were suddenly Gulshaan’s neighbours, thus meaning people had more options for cuisine, such as, Italian, Mexican, not just Indian. To add to this, Gulshaan hadn’t been refurbished for a couple of years, and looked very outdated. The interior was very dark and dull, and appeared to be clones of other Indian restaurants. The atmosphere became very boring and obsolete. 
Furthermore, the family came together and brain stormed. All members agreed that we have to create a fresh, unique concept, which will turn people’s heads, bring a warm smile to peoples faces and not break their bank accounts. The family decided to stick to Indian cuisine, as our great-great ancestors originated from India, thus this culture is very close to our hearts. Also, there is a lack of Indian restaurants in this area of London, so we wanted to give the people something familiar yet innovative, which they’d love. We have also decided to pass the business down to our children (3rd generation) due to the fact that they are young and bright and have inventive ideas which will aid them to be successful in the Indian street food market.

Main body 

Important factors within a workplace
After doing some in depth research, and looking into the potential market group, all family members agreed that there is a gap in the market, which is slowly growing, of pure Indian street food, which is becoming increasingly popular in the market. The pros of street Indian food and tapas, means that people can go into a restaurant, and have the choice to eat light snacks or a full meal, which are reasonably priced. This idea was brought about as we found in our market research that there is an increasingly amount of young people or bloggers who enjoy street Indian food, and as there are schools and colleges near by, it would be a nice idea to bring young people and involve them with the restaurant. This will instantly bring more diversity and have a range of people coming together to enjoy delicious home cooked food.

One of the most important factors in operating a business is the marketing strategy, the planning and execution of the marketing strategy is crucial to the survival and success of the business. Many businesses have many different ways to market their businesses, some use traditional avenues and others use unique and quirky methods. They way the marketing plan is carried out is key to the business getting customer attention and therefore performing well. With times changing so rapidly with the rapid growth of technology, there are many different ways of marketing your business. With the massive growth of social media worldwide and amongst the many different age groups, this has become one of the biggest platforms for businesses to execute their marketing plans. This is something that was missed by Gulshaan and was not noticed to be an important strategy that we were missing. However, once it was picked up, this was addressed right away, the business was put on social media and a whole new marketing strategy was implemented. It is essential to also think outside the box, it is helpful to think of something unique so that it grabs the eye of the target market, it will draw people in and people will also be curious to know what this business is about. 




A disadvantage at Gulshaan was definitely the lack of food choices and the lack of control customers had over the menu. There were about 10 starters, 10 main dishes and 2 dessert options, all of which were quite highly priced, and meant that a 3-course meal would cost a person an average spend of 50 pounds, including drinks, service charge and tips.
The family believed that in order to attract a wider market, the pricings would have to be more reasonable. The family were adamant about incorporating old family recipes, which have been around for generations, which are still cooked on special occasions within the family home. They have been tried and tested many times, by external families and friends, and always become a favourite. Thus we believed that it would be special to put a few dishes which fit in with the street Indian food concept. As an ethnic minority family, we understand how important it is to understand food restrictions, so we wanted to give everyone a variety of options, for example all good will be halal, and there will be a vegetarian/vegan option as well. There will also be a key on the menu to indicate spice levels (one chilli indicating mild and 4 chillies indicating extremely hot) Thus people are aware of how spicy the dish will be before ordering. Also, with desserts and drinks, there will be alternative milk options such as almond/soya milk for those for are lactose intolerant, to allow everyone to have a great experience at this restaurant and promote fairness amongst all customers. 


Finally, the family members who own Gulshaan believed that the place was in need of a makeover, so the first thing to do was renovate the place, and come up with a whole new design, including colour schemes, seating plans, and props in the restaurant. 
Firstly, Gulshaan lacked colour and life in the design. The restaurant looked very out-dated and run down. Even the washrooms weren’t the cleanest, which may actually put customers off from returning. In addition, we thought that we wanted to keep the restaurant very authentic and close to home. Making small changes, such as changing the plants, adding paintings to the restaurants would create a whole new vibe. These changes were calculated out to be very cost efficient, as the restaurant was already so beautiful, however tweaking the colour, and adding inexpensive props instantly creates an authentic, warm atmosphere. Gulshaan never gave employees much control and the staff room wasn’t very ideal and up to date. However, with the renovation, we are giving more control to employees, for example, each employee will be contracted to one day per week and will be able to pick up overtime whenever they please. They will also receive benefits, such as Staff discounts and family offers.  The new staff room will be modern and provide everything for employees, such as lockers, toilets, Tea/coffee machines and tables for employees to enjoy their meals. We will also put out Handbooks which employees can read, this will hold information about the Indian culture and information about food which will assist them on building their knowledge. 




Management Theories- Human Relations

As a manager it is vital to focus on employee’s Knowledge, Skills and Ability (KSA), rather than personality of individual. These attributes include, trust, helpfulness, supportiveness, flexibility and initiative, which are thought to be desirable characteristics within team members. Knowledge, skill and ability (e.g., Kinlaw, 1991; Varney, 1989). 
Recent meta analysis have presented that selecting team members based on personality ‘may be capable of having some modest validity (Barrick & Mount, 1991; Tett, Jackson & Rothstein, 1991).’ The real success in job performance is due to the Knowledge, skill and ability system. (Hunter & Hunter, 1984) To add to this, management can use training programmes to focus on KSAs attributes of employees, rather than dispositional attributes which are recognized to be more firm characteristics, however cannot be readily influenced. KSA can be seen to be better than recruiting staff based on personality as skills are transferable, when training staff with skills that they are able to learn this can be passed over to other staff members. This is what was one of the biggest issues at Gulshaan, the business had lacked staff training, a lot of the recruitment was based on the personality of the staff, which did not really benefit the business, it did not add anything to the business. Had training been provided to the staff, to learn the skills, knowledge and develop the ability to operate within the Indian restaurant business, it may have contributed better towards it profiting. 
(Stevens & Campion, 1994).

Emphasis on team rather then focus on technical KSAs. The study does not put all its focus on the technical KSA’s which is required by the jobs. This does not come to mean that technical competence is less significant. However, due to the increased demand for flexibility and resourcefulness within a team working environment, the requirement that team members have an extensiveness of technical KSAs is usually more. (Hackman, 1987; Sundstrom, De Meuse & Futrell, 1990; Walton, 1972). 
However, the expectation that employees have the ability of carrying out the technical demands of the job is a factor within all work systems, and not exclusive to the team work environment. Subsequently, the technical KSAa would not be a focal point of the study. 

Most HR systems are functional partly, if not principally, to the employee as an individual. For example, employees are hired as individuals, each would take with them an individual pay check, performance appraisals should take into consideration the contribution of the individual in order to deter from loafing, and career development is essential to the individual. Thus, this study places its focus on the HR management of each individual within the teams. The study understands and recognises that the level of analysis is crucial to managing teams, for example, staffing must take into consideration the total membership composition, and compensation systems may need to link pay to team performance, but the team as the level of analysis has been the major focal point of the most recent literature, (e.g., Levine & Moreland, 1990). 
The KSA requirements for teamwork, the literature on the groups is widespread and diverse with numerous origins. One of the initial, most influential and on-going sources of new knowledge about team works is the literature on sociotechnical systems theory (e.g., Cummings, 1978; Pasmore, Francis, Haldeman & Shani, 1982; Wall, Kemp, Jackson & Clegg, 1986). Quite recently there is a considerably large amount of attention towards the topic of team work in the organisational behaviour literature, (e.g., Bettenhausen, 1991; Gladstein, 1984; Hackman, 1987; Shea & Guzzo, 1987; Sundstrom et al., 1990) 


Employees and management
However, the main failures of Gulshaan started with the previous employees, who weren’t enthusiastic about the business, due to the lack of concept of the restaurant. They didn’t enjoy working long hours, especially when the restaurant was not busy, they felt like it was a waste of their time. As a family, we started to question the managements responsibility, and perhaps too much pressure was put on the employees to deliver unrealistic customer service, thus we had to divide the responsibility of each manager equally, therefore each manager wouldn’t feel so much pressure and result in applying that pressure onto the team. Teamwork is essential in business, particularly in families, as people may struggle to communicate more due to respect for the person or perhaps fear of the person. With business, we have to have an understanding that the customers always come first, and make customer satisfaction the goal. Moreover, the long term goal has become making customer service a priority, dividing responsibility equally and ensuring that employees are satisfied with the hours they work, as well as providing them with full training and perhaps incorporating an employee of the month scheme to motivate the staff. A way in which we will reflect that employees are apart of the team is by having frequent team meetings, discussing how everyone is performing and praising employees and demonstrating how employees can improve some areas/skills they lack in. Additionally, we could intergrade a prize scheme, for example, an employee of the month bonus, this will encourage employees to work more competitively in the work environment. This will benefit the business a lot as it will create a competitive atmosphere and help reach targets and produce efficiency around the workplace. In terms of management, we will schedule management meetings, this includes making sure that everyone knows the weekly targets and what we need to do to secure the sales and targets. We will also discuss social media strategies and what methods we will use to ensure that customers are viewing our pages and visiting the restaurant through our social sites. 

The conceptual framework of HRM (human resource management)
Human Resource Management was brought about in the 1980s, and consisted of philosophies rein forced by many theories illustrated from behavioural sciences and strategic management etc. However, the HRM philosophy has been condemned by academics for being manipulative, however the criticism has become diminished, as it has become evident that the term HRM is the same as personnel management, as noted Storey (2007: 6): ‘In its generic broad and popular sense it [HRM] simply refers to any system of people management.’ In this day and age, HR is simply what people and line managers do. 


Motivation in the workplace
This means that managers are responsible for the creating 
Motivation theory explains the factors that affect goal-directed behaviour and therefore influences the approaches used in HRM to enhance engagement (the situation in which people are committed to their work and the organization and are motivated to achieve high levels of performance).

There are many Reward scheme for employees which will help motivate them to work efficiently and make them enjoy working for us. For example, nights out for employees once a month this will help worker to get to know each other, work better together, build relationships and that will make them want to come to work more and make them more cooperative. Also when it comes to special occasions such as Christmas or new years, we could host parties so that employees can enjoy each others company. Another reward which will could include is free lunch for every employee, this would be beneficial as they would save lunch money as they are already spending money travelling to work, this would be a very beneficial reward. Additionally, Employees could hold 20% discount cards for their friends and family which indicate that as a business we care for the individuals and their family and friends. The Managers can also hold meetings every 2-3 months for employees receiving appraisals/improvements which will benefit the employee’s overall skills. Lastly, I believe that there should be a feedback system within the workplace which allows employees to share their thoughts and opinions on certain aspects of the business. This is beneficial for both, the business and the employees as this will help the business progress and for employees as it displays that we care about what they say. 

It is essential to provide them with the opportunity to bring forward their ideas, this helps the staff feel involved and valued, they will feel that their opinion is taken into consideration. We set a meeting to give everyone the opportunity to bring forth their ideas. Everyone put their ideas together, which were unique and quirky, putting everyone’s head together helped us come up with more ideas and also within a short time span as well. We also decided to recruit some new staffs as we felt that it would be a breath of fresh air to have new people come in with new personality and skills. Therefore, using new methods to recruit staff, via different online sources which were available to us to use. We also utilised social media as a platform to advertise for new recruits, which bought forth a lot of attention. 


Diversity amongst employees
we previously only hired men to work, and only south Asian workers were employed that time because it was very hard to find someone with such a vast knowledge about variety of spice and creativity in cooking also food hygienic was very important. Communication and team work was the key for success therefore the communication was more comfortable and easy with employees who share the same language among them selves. Changes are needed always to get attention of diversity in workplace and labour and customer market is globalization.

However, the new business will give equal opportunity to everyone, we have advertised the jobs on social media so that no one feels left out every applicant will be interviewed and will be asked for their experience and how creative they are in order to full fill all the criteria in street food. In term of employing both gender employee’s customers should feel more comfortable and warm welcoming. It may help customers feel more comfortable, it also shows customers that this is a diverse environment. It is also good to have a bit of a mix of both genders, as they are able to bring different touches to the business.      

Amongst the vitalities profession attention to diversity in the workplace are the ever-changing nature of the workplace, globalization of staff and customer markets, and structural reforms, such as mix and joint assignments, which bring a range of business humanities together. Most firms, though, they are only starting to evaluate and regulate policies that were initially created for yesterdays more regular workforce. The significant organisational changes bringing all the attention are, for the present, the exemption to the rule, however they do bring forth examples of what can be accomplished. 

(Jackson, 1992)

It is essential to incorporate good management skills within the business, as a manager it is important to have good management skills so that this helps keep the team together, it helps maintain and promote team work and it provides the staff members with motivation to work hard and perform. It is also important to have team meetings, in order for them to be able to work together and achieve common goals. This also helps the team address any issues that they may have, it also allows team building exercises which allows employee relationships to be stronger. This is something that Gulshaan lacked, there was no effort put into the support for staff, which played a big role in the failure of Gulshaan performing well. Providing staff with this sort of support also keeps them satisfied, which in turn will help them perform better at work and provide good results. It is also essential for staff to be provided with the correct type of training so that they can deliver a good service. This role would require staff mainly possessing good customer service skills, this is a skill that can be replenished as often as possible, however this was never provided to the staff at Gulshaan. 


Improved/ changed considering issues discussed in this report:
The restaurant was passed on to our 3rd generation and the changes were very important in term of financial stability also create jobs for local community. Local community has lots of expectation from our family business therefore we did market research and found what is consumer’s needs are. This generations expectation is very high, we though to have total make over, change policy and procedure which will allow employees to advance their ability and knowledge, know their rights. Moreover, the food needed to be changed as well the old menu was bit boring for this new generation. Now this new exiting menu and the whole renovation process took long time in terms of planning hiring professional’s IT expert to building contactors to complete this project. Sometimes it was heard to make decisions when so many people asking for direction therefore critically thinking is very important and meeting with potential people             




Conclusion
In conclusion, we have developed workplace critical thinking by rebranding Gulshaan, by creating an authentic south Asian street food restaurant. We have taken many aspects of Gulshaan and transformed it into something better, for example the food that we serve, the treatment of employees and the facilities that they need to make themselves comfortable. Despite Gulshaan’s brilliant location, we suffered in the last 2-3 years due to heavy competition and we believed that it was time to brainstorm and create a new project which will make the high street even more competitive. Furthermore, we developed our critical thinking by expanding our market, we did this by introducing social media accounts so that customers can view and contact us through different ways. This is beneficially for us, as we can see who is viewing our accounts and how successfully they are when bringing in customers. Overall, there are so many factors to consider when it comes to critical thinking, especially when it involves rebranding a business and we have successfully done this with Gulshaan. This was also not completed alone, many different people played a role in trying to provide success to the business, as many individuals have different strengths, this was utilised, such as marketing skills, planning and organisational skills, technology skills and décor skills. 
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