


Contents
Introduction	3
Analysing Information	5
Root Cause Analysis (RCA)	5
Applying Situational Analysis Model	7
SWOT analysis	7
PESTEL Analysis	9
Range of alternative solutions	11
Evaluation of Alternative Solutions	11
Implementation of the solution	12
Change Management	12
Implementing the solution	12
Communication Plan with Stakeholders	14
Monitoring and Review Technique	15
Conclusion	16
References	17



INTRUCCTION:

To succeed both personally and professionally, problem-solving abilities are essential. They entail the capacity to recognise, assess, and resolve intricate issues in a methodical and effective way. Strong problem-solving talents can improve one's ability to think critically, make better judgements, and solve problems in original ways. Employers place a high value on problem-solving abilities since they boost output and performance in the job. Effective problem-solving also fosters resilience and self-assurance since it gives people a sense of control over trying circumstances (Liu et al., 2022). In general, good problem-solving abilities are a crucial component of both professional and personal development.
In London's Notting Hill, there is a two Michelin-starred restaurant called The Ledbury. Brett Graham, an Australian chef, first opened it in 2005, and it soon established a reputation as one of the city's top eateries. Modern European food is served at The Ledbury, with a focus on locally and seasonally produced ingredients.
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Figure 01: The Ledbury London. 
Source: (The Ledbury, 2023)
The Ledbury encountered concerns with dissatisfied patrons in 2018 after several diners complained of experiencing food poisoning as a result of their meals there. Investigations were conducted while the restaurant was temporarily shuttered, and it was later determined that a rare type of bacteria discovered in the establishment's duck dish was what caused the food illness (Liu et al., 2022). The incident led to unfavourable press coverage and a decline in the restaurant's reputation. Due to the customer dissatisfaction, the brand value, revenue, and customer visit of The Ledbury significantly drop afterwards which also resulted in the dissatisfaction of employees since they were getting lesser tips, and benefits from the customers. 

[bookmark: _Toc132981713]Analysing Information
Root Cause Analysis (RCA)
The root cause analysis for The Ledbury restaurant’s increasing customer dissatisfaction pointed out several possible root causes, and effects of the decisions. Cost minimisation of the restaurant is a possible root cause that caused other sub problems such as sourcing low-quality food materials, and substandard dishes served to the customers. This might result in the customer dissatisfaction of The Ledbury. Loose safety protocols are another possible root cause that might led to the customer dissatisfaction of The Ledbury customers over the food poisoning issue. The loose safety protocols caused higher unhygienic situation at the kitchen of The Ledbury that might resulted in the customer dissatisfaction.
[image: ]
Figure 02: Fishbone Diagram




Source: (Davis & Lusk, 2021)
Another possible root cause that might cause the customer dissatisfaction is the bad customer services. The employees, managers of The Ledbury could not efficiently handle the customer complain and issues at the restaurant that led to the devastating spread of the incident that reduced the reputation, brand value, and customer visits of the Ledbury. However, this is not a root cause, because this is not directly related to the food poisoning or the customer dissatisfaction (Liu et al., 2022). However, the inexperienced kitchen staff is another possible root cause that impacted the hygiene of the kitchen and thus resulted in an increased risk of food poisoning. After analysing all the possible causes of customer dissatisfaction, it has been found that loose safety protocols at the kitchen is the main reason of customer dissatisfaction of The Ledbury restaurant. 
Applying Situational Analysis Model
Analysing the micro and macro situations of The Ledbury can lead to the possible alternative solutions of customer dissatisfaction (Jiang et al., 2022). The micro situation has been analysed using the SWOT analysis model. And the macro situation has been analysed using the PESTEL analysis model. 
SAWOT analysis 
The personal strengths, weaknesses, opportunities, and threats to The Ledbury are described below with relevant data and statistics. 
Strengths
The Ledbury's accomplishments and awards, including its two Michelin stars, as well as favourable reviews from patrons and critics, all contribute to its well-regarded status as a restaurant. Only nine restaurants in London had three Michelin stars in 2022, while 23 had two stars, according to information from the Michelin Guide. This implies that The Ledbury is in a very elite and competitive category, which raises the status of the establishment (Davis & Lusk, 2021).
In addition to its renown, The Ledbury's menu is praised for its creative use of British products and cutting-edge cooking methods to produce exceptional dishes. Another benefit of the restaurant's location in affluent Notting Hill is that it draws both domestic and foreign guests.
Weaknesses
The Ledbury's exorbitant costs are one area where it may use some improvement. The Ledbury charges an average of £150 per person for a supper, according to information from OpenTable. This is considerably more expensive than the typical cost of a meal in London, which is between £40 and £50 per person (Davis & Lusk, 2021).
With only about 50 seats accessible in the restaurant, the seating capacity is another possible problem. This can make it challenging to get a reservation, particularly during busy periods.
Opportunities
The Ledbury offers several prospects for development and growth, including adding new sites and collaborating with regional farmers or producers to highlight their products on the menu. A chance to reach a larger audience is to increase the restaurant's online presence through social media and internet marketing (Liao et al., 2021).
The Ledbury has the chance to increase the number of vegetarian options on its menu. The Vegan Society data shows that during the past ten years, the number of vegans in the UK has climbed by almost 360%. This shows that demand for plant-based solutions is rising, and increasing the menu might draw in a wider clientele.
Threats 
Competition from other upscale restaurants in London could be a danger to The Ledbury. Over 70 restaurants in London have at least one Michelin star, and many of these are direct rivals of The Ledbury, according to information from the Michelin Guide (Switzer et al., 2021).
The prospect for an economic slowdown, which would affect consumer spending on upscale activities like fine dining, is another potential hazard. The COVID-19 epidemic caused the UK economy to decline by 9.9% in 2020, according to data from the Office for National Statistics.
A danger to The Ledbury may also come from shifting consumer tastes, such as a preference for more casual meals or a shift towards plant-based diets. Finally, regulation modifications may raise operational expenses and have a detrimental effect on the restaurant's bottom line. For instance, alterations to labour legislation or new rules governing food safety could raise the cost of operating the restaurant.
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PESTEL Analysis
PESTEL analysis is a framework used to analyse the external macro-environmental factors that may impact a business (Jiang et al., 2022). Here is a PESTEL analysis of The Ledbury London:
Political
Government regulations: The restaurant sector is governed by a number of laws, including ones pertaining to employment, health and safety, and food safety. To stay out of trouble with the law and preserve its good name, The Ledbury must abide by these rules.
Economic
Economic conditions: The Ledbury's business may be impacted by the UK economy since patrons may be less inclined to spend money on upscale dining outings in uncertain economic times (Jiang et al., 2022).
Exchange rates: Exchange rates have an effect on the restaurant sector since they can alter the price of importing ingredients.
Social
Changing demographics: The menu and offerings of the restaurant may change as a result of changes in the demographics, such as an ageing population or a rise in multiculturalism.
Trends and preferences: Changes in consumer preferences, such as a growing interest in plant-based diets, can also impact the restaurant's menu and offerings.
Technological 
Advancement in technology: To be competitive, The Ledbury could need to integrate modern technology like mobile payment choices or online reservation systems.
Data protection: When gathering and maintaining client information, the restaurant must abide by data protection laws.
Environmental
Sustainable practices: To attract guests that care about the environment, the restaurant may need to implement sustainable practices, such as reducing food waste and utilizing eco-friendly packaging.
Climate change:  Extreme weather events and weather pattern changes may have an impact on the supply chain for the restaurant as well as the availability of ingredients.
Legal
Health and safety regulations: To protect both its personnel and clients, The Ledbury must abide by health and safety laws.
Employment laws: To stay out of trouble with the law, the restaurant must abide by employment laws such those governing minima pay and working hours.
Overall, The Ledbury's PESTEL research indicates that a variety of external factors may have an impact on its operations. For the restaurant to remain competitive and satisfy consumer expectations, it is necessary to be aware of these issues and modify its strategy accordingly.
[bookmark: _Toc132981717]Range of alternative solutions
The cause and effect analysis of the problems of The Ledbury through the Fishbone Diagram, the SWOT, and PESTEL analysis for the company have led to the three possible alternative solutions to the customer dissatisfaction problem for the Ledbury (Jiang et al., 2022). They are:
1. Implement New Food Safety Measure
2. Increase Transparency and Communication 
3. Conduct Food Safety Audit 
[bookmark: _Toc132981718]Evaluation of Alternative Solutions 
To efficiently evaluate the options, the Weighted-Decision-Matrix has been applied. The five expected causes of the customer dissatisfaction have been considered as the criteria for the decision matrix. 
	Criteria
	Weight
	Alternatives

	
	
	Option 1
	Option 2
	Option 3

	
	
	Score 
	Total
	Score
	Total
	Score
	Total

	Higher customer retention
	.20
	2
	.4
	1
	.2
	4
	.8

	Higher efficiency
	.20
	3
	.6
	2
	.4
	3
	.6

	Higher profitability
	.10
	2
	.2
	2
	.2
	2
	.2

	Reduced employee dissatisfaction
	.30
	4
	1.2
	3
	.9
	3
	.9

	Increased brand value
	.20
	4
	.8
	1
	.2
	2
	.4

	
	
	
	3.2
	
	1.9
	
	2.9


Table 1: Weighted average decision-making matrix
[bookmark: _Toc132981719]Implementation of the solution
The selection solution is alternative 1 which is to implement new food safety measures. The implementation of the alternative requires change management model. 
[bookmark: _Toc132981720]Change Management
The ADKAR model of change management has been applied to implement the alternative solution for The Ledbury. 
	Outcomes
	Explanation

	Awareness
	First, the stakeholders including the employees, owners, and customers should be made aware that a change regarding employing “New Safety Measures” is essential. 

	Desire
	The desire among the stakeholders should be increased by telling them the benefits they will receive.

	Knowledge
	A plan is essential to change the existing policy to inject new knowledge among the employees and stakeholders (Wang et al., 2022). 

	Ability
	The ability and attitude of the stakeholders should be assessed and observed. 

	Reinforcement
	Finding any unhygienic evidence at the Ledbury premise will lead to correction, and punitive if necessary, measures on the responsible parties. 


Table 2: Description of ADKAR change management model
[bookmark: _Toc132981721]Implementing the solution
To successfully implement “New Food Safety Measure” requires following some pre-determined steps that The Ledbury should adopt and apply (Wang et al., 2022). 
Implementation Plan
Defining goal: The first and foremost goal of this plan is to reduce customer satisfaction. As a result, the “New Food Safety Measure” should be implemented so that the overall customer dissatisfaction reduces. 
Conducting research: At this stage, the primary and secondary data regarding the good and bad effects of the proposed solution will be gathered so that the manager and other stakeholders of The Ledbury can take informed decision (Kim & Kang, 2021). 
Mapping out risks: There are certain risks of implementing Alternative 1 which are the risk of lower employee retention and lower profitability. Initiatives should be taken to drive them out. 
Scheduling milestones: The main tasks have been identified and time has been allocated using a Gantt chart. It will take 3 months starting from April, 2023 to June 2023 to implement the Alternative solution. 
	
	W1
	W2
	W3
	W4
	W5
	W6
	W7
	W8
	W9
	W10
	W11
	W12

	Making plan
	
	
	
	
	
	
	
	
	
	
	
	

	Chalking out plan B
	
	
	
	
	
	
	
	
	
	
	
	

	Employing resources
	
	
	
	
	
	
	
	
	
	
	
	

	Taking feedback 
	
	
	
	
	
	
	
	
	
	
	
	

	Monitoring results
	
	
	
	
	
	
	
	
	
	
	
	


Figure 3: Gantt chart
Receiving recognition: Recognition from the management and relevant parties is also important for the successful implementation. 
Communicating the new strategy: Taking the feedback into consideration, the new strategy to implement “New Food Safety Measure” should be implemented. 
[bookmark: _Toc132981722]Communication Plan with Stakeholders
The stakeholders, directions, executives, and customers are the stakeholders that need to be communicated about the details of the new strategy to resolve customer dissatisfaction of The Ledbury (Gao et al., 2022). 
Power/Interest Matrix
[image: ]
Table 3: Power and interest matrix
Stakeholder Communication Plan
	Stakeholder
	Power/Interest
	Key Interests and Issues
	Communication Vehicle
	Frequency
	Comments

	Directors
	High interest, high power
	Compensation
	Annual reports
	Monthly 
	Involve

	Shareholders
	High interest, low power
	Value creation
	Annual reports
	Semi-annually
	Involve

	Executives and management
	Low interest, high power
	Salaries and benefits
	Internal reports
	Quarterly
	Collaborate

	Customers
	Low interest, high power
	Price and service quality 
	Publicly available data
	Weekly
	Engage



[bookmark: _Toc122574595][bookmark: _Toc132981723]Monitoring and Review Technique
During the implementation of the “New Food Safety Measure” for The Ledbury, the company is forecasted to be lagged behind ability phase of the ADKAR model (Gupta et al., 2022). Hence, the ADKAR gap analysis model, finds out the possible actions that The Ledbury can take actions to monitor and solve the issues (Wang et al., 2022). 
· Ability: The Ledbury should promote and bridge a gap between the knowledge and application of food safety measures by the employees. Training and rewards should be put into place to encourage the employees to follow the protocols. The process should be refined occasionally to accelerate growth. Zzz                   
[bookmark: _Toc132981724]Conclusion
This report presented the core problem of The Ledbury’s customer dissatisfaction. The food poisoning, and loose food safety measures should be revamped to correct the existing problems of the company to a great extent. As a result, a comprehensive plan has been put into place to make it effective. 
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