

[bookmark: _Toc383364072]Executive Summary 

The Griddle café is top priority for hospitality management team as it has recently been closed down. The mistakes of the past must not be repeated.  The Griddle café was used to serve alcohol on Christmas day without a licence, and it was behind with payments due to inefficient stock management. Staff were also reportedly treated unfairly which led to a high turnover of human resources. Despite this, the customers highly praise the café and there has been a petition to reopen it. In order to succeed, the café needs to budget for stock to save money.  The staff need to be trained and treated fairly.  The venue must not be used for serving alcohol.  
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[bookmark: _Toc383364073]1.0 Terms of Reference 

[bookmark: _GoBack]The report has been written under the instruction of the CEO after a meeting with the Directors of Hospitality, Finance and Human Resources.  
The report was requested 16th February 2018.  
The purpose of the report is to identify key areas of hospitality services with The Griddle Café and make recommendations for improvements.  It is to analyse the impact of hospitality management on strategic decisions with The Griddle Café and the Forge Fach Community Centre, how to improve on customer services and identity some of the problems with the organisation. 
This report has been complied by Stacey Brown, the manager of hospitality team at the Forge Fach Community Centre. 
The problems identified include: negative reviews such as serving alcohol to under18s, and overpriced Sunday dinners.  Other problems identified include serving alcohol without a licence, running out of stock and purchasing from local shops at full retail price, and the previous owner owing money on the business.  
Date of submission: 27th March 2018

[bookmark: _Toc383364074]2.0 Procedure 

The following procedure has been adopted in order for the investigation to take place and the report complied:
A variety of secondary materials have been used including newspaper articles, books, journals and online information about the organisation.  This includes a press release about the recent change in owner of the café released by the financers of the café.  Some of the most important literature for this report include a book called Hospitality Management, Strategy and Operations written by Van der Wagen & Goonetilleke in 2015 and the Hospitality Guild website.  
[bookmark: _Toc383364075]3.0 Findings (2500 words)

[bookmark: _Toc383364076]3.1 Introduction 

The Griddle Café as an organisation started as a café attached to the community centre. The Forge Fach community centre is located in the Forge Fach area in Clydach and is on the site of an Old Forge. At the end of the 20th century a development trust sought to get funding to build a community centre. The trust funded the community centre until 2013 when the Local Authority had to step in the keep it open.  Walsingham Support took over the lease in October 2015. “Walsingham Support are committed to providing an inclusive community hub to embrace the community as a whole” (Forge Fach, 2018). The Griddle Café developed with the help of Walsingham Support. The financial help provided by Walsingham Support in 2015 stopped the Café from being closed down.  “We have invested a substantial amount of money into the centre over the last 3 years as we see this as a long term project and are committed to the centre flourishing as a sustainable resource for Clydach and the wider community” (Walsingham Support, 2018) (appendix 2). 
Today the Griddle café is going through management changes.  The previous owner has recently been served notice for money owed to the charity and for unacceptable behaviour towards customers.  This is something that needs to be addressed in this report so that the café can recover from these damages and begin to build up a new reputation and bring back the customers.  
Other key points from this organisation include the positive press for opening up to the homeless on Christmas day and being seen as “the centre of the local community in Clydach” (appendix 3).
[bookmark: _Toc383364077]3.2 Hospitality Management Forge Fach Community Centre 

The hospitality industry is a services industry with an objective to create shareholder wealth by servicing and satisfying coasters.  It can include restaurants and other food services amongst other areas in the industry (Popova, 2012). Hospitality management is “the direct application of sound management concepts and practices in the areas of food, lodging and other hospitality-related businesses” (Learn.org, 2018). 
Hospitality management is important for Forge Fach because they offer hospitality such as a conference suit that can provide a large space for meetings and corporate lunches, and the Griddle café.  The Griddle Café is a café which is part of the community centre and received many visitors each day by people who use the community centre and also people within the community.  It is also visited by people who work in the area as it is a good place to had food and drinks. Coffee shops and cafés are part of the restaurant industry. “In the UK the coffee shop industry is growing fast as Britain becomes a nation of coffee drinkers” (Hospitality Guild, 2018). 
The Griddle café needs to be improved because it has recently been closed down due to a change in ownership.  This means it needs to improve its marketing to rebuild its clientele.  Within the café, the layout in the kitchen needs to be improved because the plates are on the other side of the food preparation areas so staff have to cross each other to plate up food.  It would be better for health and safety to have the plates near to the food stations (HSE, 2018). 
It also needs to be improved in terms of staffing as the café will need more staff when it reopens. Under previous management there was a high turnover of staff.  Under this management it is important to provide good working conditions to keep staff happy to make them more productive (Addady, 2015). 
The café also needs some practical improvements such as a numbering system on the table so that staff know who ordered what.  This could be number in the tables or customers take a number to their tables after ordering. 
The café would benefit from an extension as it can get very busy and it is a small venue.  There are times when there are events at the community centre and the café would get busy before and after these events.  
One thing Griddle Café does very well as a hospitality management strategy is keep the customer happy and comfortable.  “In the hospitality industry it’s so vitally important to keep guests engaged in order for the business to grow and prosper” (Kimanuka, 2014). 
The hospitality industry needs to be able to apply traditional types of management theory as well as use the best practices based on experience specific to the industry (Poster, 2018).  New hospitality theory suggest that hospitality establishments need to have the following: 

· Unique selling element 
· New Media
· Company Culture 
· Green Initiatives

Poster (2018) suggests that selling points such as having the ‘biggest’ or the ‘best’ or the ‘only’ can help marketing efforts.  Other than this, any usual feature could be used as a selling point.  The Griddle café pride themselves on using thick batch bread and salted butter.  It is the only café in the area so it has that as an advantage as the only other places to eat in the area are pubs.  These are successful but for Café food, people go to the Griddle. 

According to Poster (2018) new media is a good way of monitoring quality by keeping an eye on what is said about the business on socia media and responding to customer needs.  This could be by responding with a comment to let the customer know their views have been heard, or it could be making changes to address negative comments. The Griddle café has a facebook page and a contact email which were monitored by the previous owner.  He would respond to all comments via facebook and email.  This made him a well-loved figure in the community. 

Company culture can be broken down into five Cs:

· Communication
· Coaching
· Collegiality
· Cooperation
· Compromise

The griddle café had good communication by posting a lot about the café on Facebook and responding to customers.  In contrast, there was not a good level of communication between the owner and the other staff.  This caused a lot of staff to leave.  In terms of coaching, the staff were trained on the job but it was as-and-when something needed doing. For example, the owner would show staff how to make and present a panini when the customer is waiting.  Training beforehand would have been more beneficial to the running of the company.  In terms of collegiality, there was a good working relationship between the staff members.  There was not good cooperation between the owner and the staff.  The owner expected a lot from the staff and would shout if things did not go his way despite the staff trying their hardest to cooperate.  There was not much compromise of the previous owner and the staff.  If staff had important appointments, there was no flexibility to work around other commitments even as a one-off.   

Finally, green initiatives are important to “create goodwill and create positive guest experiences” (Poster, 2018). The Griddle café previously did not do much for the green initiative.  There was no recycling and recycled products were not used.  Harsh chemicals were used for cleaning.  For the future of Griddle café, new management will ensure that recycled napkins are used, and greener cleaning products are used. 


[bookmark: _Toc383364078]3.3 Sales 
The main advertising for the product was through facebook.  

[bookmark: _Toc383364079]3.4 Customer Experience 

The Café looks after its customers by ensuring they have a range of quality and affordable food and drinks.  Whenever they run out of food, staff are sent to a local store to stock up.  Although this satisfies the customers, it is bad business practice as supplies are more expensive from shop than buying wholesale.  The customers are offered gluten free and vegetarian options.  The café offers customer of the community centre somewhere to have refreshments, and it provides the catering for any functions that take place in the conference suite. 
Good hospitality management can improve customer service by understanding what the customer needs and what the staff need.  The staff need to be kept happy because it is the staff that provides the customer service.  A manager can be nice to the customers but if they talk down to staff, the staff members will not feel valued and this could come across in how they deal with customers. “Gone are the days when customers were happy just receiving ‘please’ and ‘thank you’ or getting service with a smile” (Kimanuka, 2014).  This means that customers want more from their experiences at café’s. “Satisfied customers are looking for a memorable experience and dynamic service where it counts” (Kimanuka, 2014). 
Being a good hospitality manager also means being organised. This includes making sure that the organisation maintain good hygiene. “One of the worst nightmares for guests has been experience of food poisoning after eating in a restaurant or some other hospitality facility. The price you pay for not taking care of hygiene and cleanliness in your hospitality facility is very expensive” (Aida, 2018). This is because the venue would lose customers through bad reviews and word of mouth if a customer were to have a bad experience.  A bad hospitality manager can have a negative impact on customer services.  An unorganised manager could make staff unhappy which could have an effect on their customer service skills.  An unorganised manager may not be able to deliver good customer satisfaction (The Institute of Customer Service, 2015).  In the case of Griddle Café, not being organised meant that the café frequently ran out of food which could have had an impact on customer satisfaction. The staff were able to get food locally but this but this had a negative impact of the profit for the company. Bad management of finances ultimately led to the café’s closure.  This has left customers without a café at the community centre. 
In the Griddle Café the customers are generally satisfied. This is because the food is good and the place is generally clean.  The previous owner was popular with customers so they had a good experience. Most customers have given positive reviews on Trip Advisor saying that the food is of good quality.  However, one customer complained that the cost for a Sunday roast was too expensive for a community run café (Trip Advisor , 2017). 
The positives of the hospitality management is that the venue was kept clean because the structure of staffing was that the waiting and kitchen staff were expected to clean the tables as part of their role.  This meant that the tables were always kept clean as the café did not rely on external cleaning staff to clean up.  The café floors were cleaned by the staff at the end of a shift so this meant that cleaning duties were part of the job role.  
A negative aspect of the hospitality management is the management of orders to supply demand.  The café frequently runs out of food and the previous owner would often send staff out to the shop to get more food.  Another negative is how the previous owner treated the staff as they were not made to feel valued.  This caused a high turnover of staff and was a negative management style.  
The previous management made the strategic decision to open up the doors to the homeless. This was one of 20 events that was staged in Swansea for the homeless and those in need.  Funding for the event from businesses included TSB bank and it was staffed by volunteers (Perkins, et al., 2017). This was a good strategy to gain publicity for the venue and a good reputation as a business that does good for the community.  Unfortunately, alcohol was served during this time which was illegal as the café is not licensed.  The owner was fully aware of the complication with licencing so this was a bad managerial decision. 
These decisions to make cleaning part of the job role and to open up to the homeless are important for the café.  Making cleaning part of the role means that the place is always kept clean and tidy.  Opening up to the homeless was important because it was a good thing for the homeless but it was also important for publicity.  The newspapers reported the story so the café received good exposure.  The café was at risk of closure at the time as the owner had not kept up with repayments of the café (Walsingham Support, 2018, Appendix 2) so this was a good way to get support from the commuity. 
The café has been maintained through funding with Walsingham support (Walsingham Support, 2018).  At the start of this year the owner was served notice for not repaying debt to the company. This meant that the café had to close but it is now being re-opened under new ownership.  
The café was not generating enough income to keep going as it was, but under new ownership it should be able to generate income from food sales.  Although the Sunday dinners were expensive, the café did not make enough profit.   
The venue has also been used to host functions which was charged her head.  Business lunches and other buffet functions are also hosted in the community centre but they are usually catered by the Griddle café. 
There is also an outdoor play area outside the café but as this is near a main road there needs to be more considerations to safety. The play area needs to be fenced off so that children playing will not be too close to the road. 
[bookmark: _Toc383364080]3.5 Staff Training 
The hospitality managers have to make sure that the Griddle café meets health and safety standards, and that the right precautions are in place to “reduce any risks to the health and safety of workers and others” (HSE, 2018). Staff should be trained in managing risks and making risk assessments.  Staff should also be trained in food hygiene.  “The production, processing, distribution, retail, packaging and labelling of food stuffs are governed by a mass of laws, regulations, codes of practice and guidance” (Food Standards Agency, 2018).  The staff were not trained in any health and safety or food hygiene standards whilst working for the company, but were expected to have these before employment.  For the future of the café, the staff will have the opportunity for in-house training. 

[bookmark: _Toc383364081]
3.6 Performance reviews 

There was no clear strategy for reviewing performance.  There were no staff meetings and no appraisals of staff.   The stock was never enough to supply demand so monitoring this was not effective.  

[bookmark: _Toc383364082]3.7 Quality 

They would ask customer about their experience to check the quality of the product.  

[bookmark: _Toc383364083]3.8 Reward schemes 

Under previous management staff were not rewarded for good work.  Reward schemes can “result in more loyal, harder working employees” (Michalowicz, 2018). Some ways staff can be rewarded are as follows:
· Saying thank you 
· Breakfast or lunch for the team
· Wall of fame to recognise outstanding work
· Stars for their name badge
Current management will look into ways of rewarding staff to encourage them to stay and improve morale, as this will provide better services. 
[bookmark: _Toc383364084]4.0 Conclusion 
The positives of the hospitality at the Forge Fach include the range of services such as the café and the conference suits.  The Griddle café is a nice café to have food with a play area outside. It is a nice location on a bus route so it is accessible and it is something for the local community. There have been some good management decisions but on the whole it has not been run effectively.  
The negatives include bad decisions such as serving alcohol at Christmas.  The previous owner did not treat staff well which impacted how they performed at work.  The café also managed finances badly, which led to closure.  Although there is a nice play area outside the café, there is an issue with safety.   
[bookmark: _Toc383364085]5.0 Recommendations 

Future decisions regarding opening up for the homeless should be made for the right reasons and not to get support from the community.  
The café needs to be self-sufficient. Prices should reflect the economic status of the local community so that people can afford to eat and drink there but it should also generate a profit. Better management of stock should help in this area because buying enough food wholesale means that the food will be cheaper for the café than constantly going to the local shop to top-up on stock which is what was happening previously. 
The kitchen needs to be reorganised for better functionality.  There are microwaves on shelves next to the washing up sinks which means staff gets in each other’s way.  There is no dishwasher in the kitchen so it is important that someone is at the sink to make sure there are always clean dishes.   An additional recommendation would be to add a dishwasher.  This would be easier on the staff as while the dishwasher is running the staff could do something else until it is time to unload and reload the dishwasher.  The kitchen needs to be bigger to be able to prepare the food.  
There should be a fence around the play area as it is too close the main road. This is a concern for safety as children could wander away from the area when playing games. 
The café is small and can get busy at times so it is recommended that the café has an extension to allow more people to use the café at one time.  
The management needs to consider the staff to ensure they are happy in their roles.  Staff should be fully trained to make sure they have the skills for the job, and the café needs to be organised so that there is not undue pressure put on staff. 
The management needs to be organised in stock deliveries to make sure that the café does not run out of food.  Food and beverages should be bought wholesale so that a profit can be made.  Purchases at the local shop should be limited to emergencies only, but better management of stock to keep supply up with demand should stop the need for topping up supplies from the local shop. 
The café should introduce rewards to increase motivation and productivity.  This would stop the high turn-over of staff. 
The café needs to implement green initiatives by using recycled or reusable napkins, and eco-friendly cleaning products.  There should also be a composting system for food waste.  
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[bookmark: _Toc383364088]Appendix 1: 
Dear Stacey,
Thank you for your enquiry. Although the Freedom of Information Act applies to public authorities rather than charities, we would like to help you with your studies and provide you with more information surrounding the Griddle Café. The attached statement contains all of the information surrounding the end of the Tenancy of Will in January and our reasons for acting.

I hope this provides you with all you need and good luck with your studies.

Kind regards,
Pete Bakewell
Marketing and Communications Officer

Tel: 0203 405 626
Ext: 663
Mob: 07867 331071
Email: pete.bakewell@walsingham.com
Work hours: Mon-Fri 9am-5pm

[bookmark: _Toc383364089] Appendix 2:

 Press Release 17th Jan 2018 

 PRESS RELEASE 
We can confirm the termination, with immediate effect, of Mr. Marc Thomas’ Tenancy at Will agreement with Walsingham Support, resulting in the closure of the Griddle Café. 
As we have made clear from the outset we do not believe that detailing the full nature of the issues with Mr. Thomas’ a tenant of Forge Fach Community Resource Centre. But we would like to add some clarification at this time. 

Walsingham Support has been operating in South Wales and Swansea in particular since 1999 and we are immensely proud of our track record and relationships in this region. 3 years ago we stepped in to save the community centre from certain closure on the understanding that we would create and deliver a truly inclusive resource at the heart of the Clydach community. 
We have invested a substantial amount of money into the centre over the last 3 years as we see this as a long term project and are committed to the centre flourishing as a sustainable resource for Clydach and the wider community. It is this commitment to Forge Fach and the local community that has driven our very difficult decision to terminate the Tenancy at Will agreement we have with Mr. Thomas. 

In our initial statement we referred to a variety issues around customer service and Mr. Thomas’ obligations to us as his landlord that we needed to address, and although we will not disclose full details, we would like to clarify that these issues relate to abusive and threatening behaviour towards both visitors and staff, and outstanding monies owed to our charity by Mr. Thomas. 
Our initial offer of a month’s notice to vacate has been withdrawn following Mr. Thomas deliberately breaching the terms of his tenancy on Saturday 13th January. Mr. Thomas was informed verbally and twice in writing that he could not remain on the premises after 9pm, as set out in his tenancy agreement. He was also informed that we did not want alcohol on the premises and that our insurance did not cover the premises or anyone on the premises after that time. Mr. Thomas ignored our requests and went ahead with his event regardless. 

As a charity we cannot continue to subsidise the private business of an individual, no matter whether that individual is part of our local community, nor can we ignore behaviour by a tenant that impacts directly on staff and visitors to the community centre. 

These issues have been raised directly with Mr. Thomas on numerous occasions to no effect. Regrettably this has left us with no alternative but to terminate Mr. Thomas’s tenancy. 
We want to reassure that community that we are still totally committed to having a café at Forge Fach and see it as a central element of the community centre. However we will not be looking to replace Mr. Thomas with another private enterprise, but will instead run the café ourselves with our own staff to ensure that it aligns with our core charity values and provides a safe and truly inclusive space for the entire local community. 
- ENDS – Press Release 17th Jan 2018 

For further information about Walsingham Support, contact Pete Bakewell, Marketing and Communications Officer on 020 3405 6261 or at pete.bakewell@walsingham.com. 

Notes to Editors 
As a national charity, Walsingham Support has been challenging and changing the support provided to individuals with learning disabilities, autism, brain injuries and complex needs for over 30 years. 
We do this by understanding people’s unique needs, abilities and aspirations. Through this we create and deliver the person-centred, bespoke support needed for each individual to develop skills, achieve independence and enjoy life to the full. 
Flexibility is key to achieving this, but while our work and the support we provide constantly evolves to meet the demands of a changing social care landscape, our central goal has remained the same: deliver the quality of life people with disabilities deserve. 
For us it’s not just support, its happiness. 

More details about Walsingham Support are available at www.walsingham.com
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Jess Phillips started this petition to paul.snell@walsingham.com and 1 other
The Griddle Cafe in the Forge Fach Community Resource Centre has been at the centre of the local community in Clydach for the last two years. During this time it has provided fantastic customer service to local residents in a family friendly environment. 
In addition to this Marc Thomas has gone above and beyond in his charity towards those most in need. He opened his doors on Christmas Day to help feed the lonely and vulnerable for free. In addition to this, whilst the adjacent park is being re-fitted Marc has offered to provide food to the volunteers and workers for free. 
Via The Griddle Cafe, Marc Thomas is a pillar of support to the local community. Closing the cafe would be a huge blow to the Clydach community and those people most in need. 
This petition respectfully requests Walsingham Support to reconsider their decision to serve notice to Marc Thomas, instead working with him to ensure the The Griddle Community Cafe continues to support the local community and those most in need. 
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