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PROBLEM DEFINITION

Imperial Beauty Salon is situated in a strategic place in Portobello and it is always very busy. It provides a wide range of treatment for everybody. 
The quality of the beauty services is excellent and is constantly confirmed by positive feedback, that is why it always has new and loyal customers returning. 

As the lockdown ended, the salon acquired more and more customers excited to be back to the salon to treat themselves and the three employees are working a lot to be able to manage all the appointments.

The salon is having in the last few months, time management problems causing unpleasant delays for customers. 
The staff does not have good time management and decision-making skills. The fact of not knowing how to manage time and inconveniences causes stress to the customers, who often finds themself having to wait for over 10 minutes without having any indications.

As a manager is my commitment to assure that everything is working well and find a 
solution to any problem that may compromise the business.

I was able to observe first-hand the problem that unfortunately made us lose some customers in the last period. I have received complaints from people waiting over 30 minutes for their appointment.
To confirm the presence of the problem are the reviews that I read regularly to monitor the progress of the salon. 
The Treatwell online platform has now become the main source for customers to find a beauty salon. Despite the excellent reviews referring to individual services, some arise that report problems regarding long waits and out-of-time appointments.

Word of mouth and the reviews that are left have a strong impact on potential clients and on our reputation that can make the salon expire in the eyes of our clients who, given the large offer of beauty salons, will have no difficulty in finding another place.


It’s important in the salon being very organized and look for a solution to make up for delays also for external causes. Being able to organize schedules and show clients that we care and respect their time, is important, especially in a city as London, where people are extremely busy and always in a hurry. 
Time is precious, and we want to enhance it by adopting a more effective working method. 
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In order to analyze the causes that trigger the problem and the consequent effects in more detail, I used three different tools to have a broader view of the problem and from different perspectives. 
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	STREGNHTS
	WEAKNESSES

	 
High quality of products and services
Good, professional and friendly staff
Wide range of treatments
Strategic place
Good relationship between co-workers 
Many costumers

	
Delays with appointments
Differences in working styles Miscommunication between staff
Prices have gone up
Little staff
Small place



	OPPORTUNITIES
	THREADS

	
Become more popular through recommendations
Leading in Portobello and in the   neighbourhood
Open a new salon
Retain clients
Create a beauty product brand
	
Lose clients
Mistakes due miscommunication
High competition in the neighbourhood 
Higher rent and taxes





Carrying out a swot analysis, I reread on the current situation of the salon. I have identified the strengths, which could lead to great opportunities and expand more in the market. Above all the negative aspects, the weaknesses must be highlighted because this is where we will move to resolve any obstacles that may threaten performance in the salon. It is therefore good to be aware of the related threats if these factors are not resolved.
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	Political
	Economical
	Social
	Technological
	Legal
	Environmental

	Brexit
	Beauty sector growth
	types of customer,  culture, and different economic background
	System of booking online
(Treatwell)
	legislation that defines and regulates the job of a beautician
	location
(Londo-Portobello)

	Tax Policy
	Rent
	Costumer
lifestyle
	Client privacy
	Customer protection
	Sustainability

	
	
lockdown
	trends are constantly changing
	IT growth and innovation


	Employment legislation

	

	
	
	
	Internet availability/speed
	Health and safety
	




The PESTLE analysis allows to identify the external factors that are related to the salon and allows to have a clearer vision of the environment in which we operate, taking into consideration: the political situation that is undergoing changes, the continuous growth of the beauty sector, the social demand, that is what the clients want and the continuous changes of trends, the technological evolution that we are more and more inclined to approach, the legal situation that regulates everything that is allowed and not in a salon and finally the environment in which we operate that makes the difference.
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PEOPLE

METHOD


· Clients are late

· Different working styles 


· Misunderstanding  due to the language

	· Online booking system  

· Poor ability to manage appointments


· Employees overwhelmed and under pressure 

Appointment delayed




	

· Telephone



	· Computer



· Few rooms available

· Wi-Fi connection



	ENVIRONMENT

EQUIPMENT

	







Through the Fish Diagram I identified the possible causes that continuously have these delays. as shown in the graph, the causes are more related to the people involved:
 customers who arrive late thus delaying the program, the staff who do not have an efficient time management ability and the fact of being under pressure from too much work leads beauticians not to give maximum dedication to the individual customer.
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After a careful analysis of the causes, we can identify solutions to minimize the problem. 

The main cause that triggers the problem is the inattention and lack of preparation from the staff in the management part.
The reception area is the most neglected: it requires the same attention and importance that is used in the provision of services.

As we said, there is definitely a need for more control in the reception area. We can consider two options: insert a new figure who will take care of reservations and reception or the tasks will be entrusted to a current staff member.


HIRE A RECEPTIONIST

	PLUS
	MINUS
	INTRESTING

	Use all the available space 
+3 
	Pay an extra person. -2
	More dynamic and interesting environment with an extra person. +1

	Shifts more flexible
+1
	Take time for training -1
	

	Beautician less pressured +2
	
	

	More professional environment +2
	
	

	Professional dedicated and focused to the task +3  
	
	





+8








STAFF MEMBER AS RECEPTIONIST 

	PLUS
	MINUS
	INTRESTING

	The beautician already knows the environment (no need to train) 
+3
	One less beautician to perform treatments -3
	The services could improve in quality but reduced in quantity - 2

	immediate change +1
	the chosen beautician will be underpressure -2
	

	Clients are better received +2
	
	

	More attention to each client +2
	
	









+1




Using an assessment tool, I found the best solution to solve the problem.

Assigning the tasks of the reception to a staff member would be very convenient, as the operator is already aware of all the treatments, the working method and would have no difficulty in entering the role. However, if we decide to assign this task to one of our beauticians, we will consequently have one less person performing treatments, thus reducing the profit of the salon. moreover, having a lot of work, the beautician would find herself performing both jobs, accumulating more stress.

The option of hiring a receptionist seems to be the most convenient one.
Although it requires time to train a new person and an extra salary to be paid at the end of the month, it is the investment that could be worth making to have a more professional and punctual service.
Having a person who takes full care of the receptionist will make the beautician's job more relaxed. The beautician will have their planning organized in a clear and effective way and will no longer have to worry about managing clients, phone calls, and reservations. We have three rooms to perform treatments, so we want to make the most of the space at our disposal, assigning a room to each therapist.


The entry of this new figure would make the salon appear as a more professional place. In many salons  the booking process is done by the same beauticians who, as in our case, being busy with the treatments, do not pay the right attention, causing errors that can compromise the professionalism of the salon. 
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The investment of an additional person will ensure greater professionalism and a better experience for clients, increasing work and earnings.

We have previously analysed other causes that refer to the staff. For example, the communication between the staff that surely needs improvement. From the moment that a new figure will be present, this will be the point of reference who must have excellent communication skills;
However, to improve this aspect, we want to encourage our staff to improve their level of English by offering them the opportunity to attend courses agreed with the salon.

[bookmark: _Toc81049318]Another problem that often arises is the customer who arrives late, in these cases we must create a policy to be respected. It is important to have a clear idea of ​​how to behave, a guide. It will depend on the cases, but if we have two clients in a row, we will not accept more than 15 minutes late, still giving the possibility to reschedule the appointment














IMPLEMENTATION PLAN GRAPHIC 
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· Create advertisement and job description 





Hire receptionist
Looking for candidate
training
interview






	
September – October 2021




The goal is to hire a receptionist by the end of October.
We will create an accurate job description based on the characteristics we are looking for in a collaborator. The job advertisement will be posted on the following job search websites: Linkedin, Jobtoday, Indeed, Reed.co. From the applications we will select the most relevant to our working environment for the interview step.
Once we have found the right person, we will start organizing the training phase. Depending on the availability of the candidate, the training will take a total of 40 hours. The candidate must be prepared on all the treatments that are carried out within the salon, on the booking systems used and on the sales products. In addition to the 40 internal hours, there will be more external training courses regarding the marketing and social networking plan.
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Salon policies



  

Find solution


Meeting/
Brain Storming

Elaborating policy                      
Monitoring

       

  









After the entry of the new receptionist, targeted meetings will be organized with the involvement of everyone in which various aspects will be examined and new policies and rules will be introduced regarding delays, new working approaches, new protocols to be followed in welcoming customers. This is an important point as the salon has never been reasoned enough by guidelines. It is a method to have more clarity and to be able to face certain situations with greater decision and speed.
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Agreement with English school



1. Make a list of English Course in Notting Hill area
2. Interviews and Propose the deal2022

3. Approve agreement




By the year 2022 we want to finalize the agreement with the English school, so that the staff is encouraged to attend classes and make communication more professional. In return, we offer a 30% discount to employees who work within the institute.
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REVIEW AND MONITOR

In order to understand if we have adopted the right solutions, the next few months will be particularly monitored. One way to evaluate any improvements is customer feedback; The feedback from our beauticians is equally important, to see if they actually feel less loaded with work and stress. Feedback is the most immediate tool we have to measure the efficiency of the applied solutions. We will keep track in the long term, if the earnings will increase.
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Hiring a receptionist is the most convenient option to reduce delays in the salon and the best way to have a more organized work process. With this solution we expect the problem to be reduced and eliminated over time. We have found a solution that can minimize the problem and at the same time maintain the same pace of work without compromising profits.
Returning to the opportunities identified in our Swot Analysis, if the solution produces a positive impact on all working processes, the business has the opportunity to grow and become the salon that leads in Portobello.
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