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[bookmark: _Toc238730920]Introduction
The purpose of this assignment is to identify and investigate a problem within my eyelash extension business and develop a suitable solution to improve the way my business operates. The problem I have chosen to focus on is clients missing their lash appointments or cancelling at the last minute. As I am self-employed and work alone, missed appointments can have direct impact on my income and the organisation of my working day. A full lash appointment can cost up to £50, so when a client does not attend, I can lose a significant amount of income as well as valuable time that could have been offered to somebody else. Throughout this assignment, I will look at the possible reasons why clients miss appointments and the effects this can have on my business. I will use brainstorming and problem-solving techniques to consider different solutions and decide which would be most suitable for my business. My chosen solution will focus on introducing a clearer booking and cancellation policy, taking deposits to secure appointments and sending clients reminders before their appointment. I will create an action plan and use a Gantt chart to show how I intend to introduce these changes over an 8 week period. This will help me organise each stage of the process, set realistic timescales and create milestones to monitor my progress.
Communication will also be an important part of my solution. I will identify the relevant stakeholders, particularly my clients, and explain how I will communicate the changes through social media and direct messages. It is important that clients understand the reasons behind the new policy and what is expected of them when booking an appointment.
Finally I will monitor and review the plan throughout the 8 weeks. I will record cancellations and missed appointments. Monitor the amount of income lost and compare the results with the situation before the changes were introduced. This will allow me to evaluate whether my solution has been successful in reducing missed appointments, protecting my income and helping my business run more efficiently. 






[bookmark: _Toc238730921]1 – Definition of a complex problem in the workplace, including its scope and impact

The workplace problem I have chosen to focus on is clients missing their lash appointments without giving enough notice or sometimes not turning up at all. I am self-employed and run my beauty salon from a dedicated space at the back of my house, I provide eyelash extension treatments. Because I work on an appointment-only basis, my income depends on clients attending the appointments they have booked. Missed appointments can become a huge problem because eyelash extensions take a considerable amount of time. I set this time aside specially for that client and will always prepare my salon, make sure all equipment is sterilised before each client, and make sure all my products that are needed are ready before they arrive. If a client does not turn up, particularly without warning, I may not have enough time to offer that appointment to somebody else. This means that the appointment is wasted, and I lose the money that I expected to earn during that time. 
The person who is most affected by this is me as the business owner and lash technician, because a missed appointment results in a loss of income and wasted working time. It can also affect other clients who may have wanted an appointment but could not book because the time was reserved for somebody else.
Missed appointments can also affect the organization of my working day. As I run my business around the back of my home and family responsibilities, I arrange my day around my booked clients. Therefore, when someone fails to attend their appointment, it can be very frustrating because I have organized my time around an appointment that did not take place. 
If these missed appointments happen regularly, they could have a financial impact on my business. As a sole trader, I rely on the money I make from each client, so even a small number of no-shows can reduce my weekly or monthly income.
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The problem that I have identified within my business is that clients are missing their lash appointments or cancelling at very short notice. As I am self-employed and work alone from my home salon, appointments are my main source of income. When a client does not turn up, I can lose the money I expected to earn from that appointment. It can also be very difficult to fill the slot on such short notice. For example, a full set of lashes can take up to an hour to complete, if a client does not attend, this means I have kept that time available for them when I could have booked another paying client into the appointment.
To understand the problem properly, I would collect information about missed and cancelled appointments. I could keep a record over a period of months showing how many appointments were booked, how many clients attended, how many cancelled with enough notice, and how many cancelled at the last minute or did not turn up at all. I could also look at whether missed appointments are more common with new clients or existing clients and whether certain days or appointment times are affected more than others.
I used brainstorming as one of my techniques to help me understand why clients may miss or cancel their appointments at short notice. Brainstorming allowed me to think of as many possible causes as I could without immediately deciding which ones were the most important.
Some of the possible reasons were;
* clients forgetting appointments 
* not having enough money
* childcare problems 
* work commitments 
* transport problems
* family emergencies 
* changing their mind
* clients nor receiving automatic reminder
* appointments booked far in advance
* Clients not paying a booking fee

Using brainstorming helped me understand that there is not always one reason why a client misses an appointment. Some are outside of my control, such as illness or emergencies, while other causes could potentially be reduced by making changes to the way I manage my booking.

[image: ]


[bookmark: _Toc238730923]3- Proposed range of alternative solutions to the problem
After analysing the possible cause of missed lash appointments, I have identified a range of solutions that could help reduce the problem. One solution would be to introduce an online booking system that automatically sends appointment confirmations and reminders to clients. This could help clients remember the date and time of their appointment.
Another solution would be to introduce a booking fee or deposit that clients must pay when booking. This may encourage clients to take their appointment more seriously because they have already paid money towards it. I could also introduce a clearer cancellation and no-show policy, explaining how much notice clients need to give if they can't make it.

I could send a reminder 24-48 hours before each appointment and ask the client to confirm that they are still attending. I could also keep a record of clients who repeatedly miss appointments and ask these clients to pay for future appointments in full before another booking is confirmed. As I run my business myself, I also need to consider the resources available to me, including my time and money. Sending reminders manually would be a low-cost solution that I could introduce immediately. In the longer term an online booking system may save me time because reminders and confirmations could be sent automatically. By using a few of these solutions, I could reduce the number of missed appointments, protect my income, and make better use of the appointment times available in my business. 
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To evaluate my options for reducing missed appointments in my lash business, I used a cost-benefit analysis. This helped me compare the advantages of each solution and decide which would be the most suitable for my business.
One option is to take a booking deposit from clients when they make an appointment. The benefit of this is that the clients may be more likely to attend because they have already paid some of the money towards their treatment, if they cancel at short notice or do not turn up, I will not completely lose the complete income from that appointment. The disadvantage is that some clients may not like paying a deposit. Another option is to send appointment reminders before each appointment this would be cheap and easy for me to do through text message or social media. It could help clients who have simply forgotten their appointment. However, reminders may not prevent clients from cancelling because of money problems or other commitments. I could also introduce a clear cancellation and no-show policy. This would make clients aware of the rules when booking and explain what happens if they cancel too late or miss their appointment. This would cost very little to introduce, but I would need to make sure that the policy is communicated clearly and applied fairly to all clients.
After comparing the options, I believe that the best solution would be a combination of taking a booking deposit and sending appointment reminders. The deposit and sending appointment reminders. The deposit gives clients more reason to keep their appointment, while the reminder reduces the chance of them forgetting. Although taking deposits may require some extra organisations, the benefits of reducing missed appointments and protecting my income would outweigh the disadvantages.
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	ACTION
	WEEK 1
	WEEK 2
	WEEK 3
	WEEK
4
	WEEK
5
	WEEK
6
	WEEK
7
	WEEK
8

	Create a clear/no-show policy
	
	
	
	
	
	
	
	

	Tell existing clients about the new policy
	
	
	
	
	
	
	
	

	Introduce deposits for lash appointments
	
	
	
	
	
	
	
	

	Send reminders 24-48 hours before appointment
	
	
	
	
	
	
	
	

	Record all cancellations and no-shows
	
	
	
	
	
	
	
	

	Monitor money lost through missed appointments 
	
	
	
	
	
	
	
	

	Review whether missed appointments have reduced
	
	
	
	
	
	
	
	

	Make any changes needed to the policy
	
	
	
	
	
	
	
	




I will use an 8 week Gantt chart to plan how I will introduce my solution to reduce missed lash appointments. During the first week, I will create a clear cancellation and no-show policy and begin informing my clients. Week two I will introduce deposits and send appointment reminders 24-48 hours before each appointment.
Throughout the 8 weeks, I will keep a record of cancellations and missed appointments and monitor how much income I am losing from them. I will review my progress during week five and again at the end of week 8. Success will be shown by a reduction in missed appointments, fewer empty spaces on my working day and less loss of income. As a full lash appointment is worth £50, reducing even a few missed appointments each month could make a noticeable difference to my income. At the end of the 8 weeks I will review the results and make changes to the system if necessary. 

[bookmark: _Toc238730926]6- Communication of The Plan to Relevant Stakeholders 
The main stakeholders in my plan are myself as the business owner and my lash clients. My clients are important stakeholders because the changes I am introducing will directly affect the way they book and manage their appointments. They need to be kept informed so that they understand the new booking, deposit and cancellation policy and know what is expected.  To communicate my plan, I will first inform my existing clients that I am introducing a new policy to help reduce missed appointments and last-minute cancellations. I will communicate this through my business social media pages including Facebook and Instagram. When a client books an appointment, I will make sure that they are aware that a deposit is required to secure their booking. I will clearly explain my cancellation policy and how much notice needs to be given if they need to change or cancel their appointment. This should reduce confusion and make my system fair to everyone. A reminder will also be sent to each client 24-48 hours before their lash appointment. This will remind them of the date and time and give them time to contact me if there are any problems. Communication will be kept friendly, clear and professional. I will explain that the purpose of the policy is not to punish anyone but to protect my working time and income and help my business run more effectively.


[bookmark: _Toc238730927]7- Assessment of Appropriate monitoring and review techniques to ensure successful implementation of solution 

To make sure my solution is being implemented successfully, I will monitor the progress of my plan throughout the 8 week period. I will use my Gantt chart as my main monitoring tool and regularly compare what I planned to do against what I have completed. I will set milestones during the 8 weeks. My first milestone will be at the end of week 2, I will check that my new cancellation and deposit policy has been communicated to my clients and that appointment reminders are being sent 24-48 hours before appointments.
I will also keep a simple record of how many appointments are booked, how many clients do not attend. I will also record the amount of income lost through missed appointments, for example, as my full lash appointment costs £50, two missed £50 appointments would mean a potential loss of £100.
My next milestone will be around week 5, i will compare the number of missed appointments with previous weeks to see whether the new system is starting to make a difference.  I will also consider feedback from clients and whether they understand the new booking and cancellation policy.
At the end of week 8 I will complete a final review. I will compare the results with the situation before the plan was introduced. Success would be shown by less missed appointments, less empty spaces in my diary and a reduction in lost income.
If the plan is not progressing as I expected then I will identify the reason and make changes rather than waiting until the end of the 8 weeks, for example, if my clients are still forgetting their lash appointments, I could change when reminders  are sent or send an extra reminder. Regular monitoring will therefor allow me to identify problems early and keep my action plan on track.
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