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     The following case study refers to the "Special Staks House" restaurant, opened in a shopping centre in 2006. The mission statement of the restaurant is to provide healthy food, based on steaks, served in a fast manner. This restaurant has a complex old menu based on steaks from meat imported from all over the world. In last month this restaurant had a change of management due to the fact that the old one has retired.
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       As a result of the change of management, on a more careful verification of the registers, a decrease in sales was observed, by 20% in the last year. This situation is accompanied, on a more attentive look by the fact that many customers send the food back to the kitchen under various reasons such as: is cold, untasty, too little or with missing ingredients.  In most cases, the food reaches the customer late.
Also, the reviews received in the last period, sustain what was observed by the management. 
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     Once the substitutions came to the attention of the new management of the restaurant, they went to try to identify what could be the triggering factor of these situations. This factor is one or more unidentified problems in time.
Internal investigation among chefs because the situations caused by possible problems had food as the cause, the first place where the investigation started was in the kitchen. The staff involved were asked if they are aware of what happens and if there is any known reason such as tiredness caused by a large number of worked hours or the fact that the staff are insufficient, or if there are any other reasons. The only thing that was brought into the discussion was the fact that the preparations on the menu are very much as a number, they are hard to cook and the kitchens cannot keep up with the increase in the number of customers in certain periods of the day.
Quality check of the products.  After a negative answer on the first step in the identification of the problem together with the head chef, we passed to a quality check of the raw ingredients. As a result of this, it was found that the products were good quality ones.
Equipment check. A specialist has been summoned to a do a check of the entire equipment to be sure that it works as is should and does not interfere in the process of food preparation. Place where no problem was discovered.
Investigation of other team members. An emergency meeting was held, in which the other team members also participated. They were also asked if they were aware that they were some situations that were caused by some possible problems. As well as the kitchen staff and the waiters mentioned the couple that in the overtime of the day the kitchen was disturbing to face the great influence of orders. One of the reasons is the fact that there are many preparations on the menu that have a high degree of complexity requiring a long cooking time. This is being influenced by the fact that the menu has not been revised in the last 6 years.
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     Based on the research that was made regarding the situations arise, the problem is the outdated menu. The menu was not updated in a long period and the restaurant was not aligned to the actual customer's requests and needs. The thing that was highlighted by the staff. A menu outdated causes sales to decrease. Because of old poor management that was not directed attention to it, the effects are major, especially in this case. In certain times of time, the restaurant is very busy and the staff in the kitchen cannot keep up with a large number of food orders, by the fact that the menu is very large and the difficulty of the dishes prepared. This problem also created the 3 major situations observed by the new management. The decrease in the number of customers due to a menu can lead to the closure of its activity in the next 3 years. The fact that the food is sent back to the kitchen under various reasons is another major cause of an outdated menu because the preparation of another food is a loss of time and money. Another situation created by an outdated menu is the fact that customers give bad reviews because the menu is not updated to nub kitchens and the cooked food cannot comply with the claimed standards
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       Conducting a fishbone analysis the management developed a plan to identify the root causes of the problem. This analysis known as fishbone diagram is “a graphical representation of potential causes for a given effect”(Basu,2004) invented by Kaoru Ishikawa în 1943. As can be seen, the root causes can be multiple but the most important is the poor old management, lack of communication.
The roots of this problem have been divided into 4 great categories. Those involved: people, equipment, method or environment.
People. From the category in which people are involved, there may be situations in which the staff are not available and a complex menu cannot be delivered without staff. Another situation, food from a complex menu cannot be cooked in time for hurry customers.
Equipment.when the equipment is not maintained or old, it is not possible to deliver a complex menu
Method. Poor teamwork does not help the delivery of a complex menu, especially when it is old. The food which requires a lot of cooking time listed in an old and complex menu, it takes a lot to get to the customer.
Environment. Food from a complex menu cannot be cooked in a small kitchen. Also, the weather can have an impact because when it is not favourable a complex menu can put high pressure on chefs.
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         Based on the Fishbone diagram two possible solutions has been put in place. One of them involves menu improvements and the other one is to hire more staff.
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PMI decision-making tool was used to make the most appropriate and correct decision. PMI is a valuable tool to be implemented before making a decision because this technique being used for centuries, shows us how to weigh the pros and cons aspects in making a decision(Poonia and s, 2010).  The strongly positive score shows that the improvement of the menu is the best decision. The fact that it will have a new format, is much cheaper to make, can be changed very quickly, weighed more in favour of the decision to employ more staff, a decision which involves much more risk.
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      This decision to implement the new menu implies that it will suffer both physical and content changes.
The number of dishes on the menu will be reduced in order to avoid the recurrence of this problem. Chefs will be also supported by having them trained by a specialist in steaks.
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         Changes in content will be highlighted by the introduction of new dishes not exceeding the capacity for cooking especially when the unwanted situation may occur., a lunch menu, a dinner menu, cuisine recommendations, as well as a menu set that will have a fixed price for 3 dishes. Every 3 months the seasonal foods will be changed to be according to the seasonal time period. Most of the new dishes will be among the ones that have been requested by customers. The chefs will also have 2 training sessions of 2 sessions in each year, just to avoid their tendency of non-involvement and to be able to keep up with the clients 'requests and the requirements of modernism.
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       The implementation of the new menu will have a total duration of 20 days and will be divided into 6 steps as follows:
The decision to change the menu - this being taken in one day by the management. The next is the choice of the format that will also last 1 day. The third step in 6 days will be the one in which the research is made regarding the kinds of cranes that will be introduced in the menu steps 4 and 5 will be the ones in which the content of the menu is updated, it will be corrected and sent to printing. Not in the last rand for the stakeholders to be informed and this is also the last thing to be done at the same time as steps 4 and 5, everything happened for a period of 10 days.
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     All those involved and affected by making this decision are the employees, management, investors and advertising companies who will be directly involved in the implementation of this decision, but also the customers and suppliers.
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    Therefore a stakeholder communication plan will be implemented. The decision to modify the menu will be transmitted to stakeholders through different communication channels such as email, meetings or face to face, as many times as necessary. The manager, the waiter and the chief kitchen will be involved in the transmission of this information.
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      In order to monitor and review the solution implementation, we will take into account reviews from customers, employees, and we will check the sales reports more often than before.
Customer reviews. At the end of their meal at the same time with the bill customers will receive a small questionnaire where they will be asked to express their opinion regarding the new changes. If the time is not appropriate they will be encouraged to leave their reviews online or via post. The customers will be able to post their reviews on social media and dedicated reviews sites like TripAdvisor or via dedicated email for suggestions and complains. 
Employees reviews employees will be encouraged to share the feedback received from the customers with the management team and during the weekly meetings they will be asked about their thoughts on this change. As the employee's feedback will be a very important asset in monitoring and reviewing the implementation of this solution.
Checking sales reports the sale reports will be checked more often than before and a comparison will be made with those ones fro before the implementation of this decision.
The monitoring will be done for an indefinite period because in this case, the menu will have to be updated more often than before depending on the customers 'requirements and on the seasonal ones. Adjustments may be required to improve the effectiveness of the solution.
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          With the change of management in this restaurant or discovered some abnormal situations in its operation. These substitutes were caused by a problem being identified as a very complex and outdated menu. Or used analysis as fishbone and tolls as PMI to identify and solve this problem. Or generated possible solutions and used techniques in finding and implementing them. Once the slot implemented will be followed by reviewing the operation of the restaurant. A memo will be created in which the changes will be highlighted to avoid this type of problems in the future.
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PMI decision-making tool was used to make the most appropriate and correct decision. PMI is a valuable tool to be implemented before making a decision because this technique being used
for centuries, shows us how to weigh the pros and cons aspects in making a decision(Poonia and s, 2010). The strongly positive score shows that the improvement of the menu is the best
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This decision to implement the new menu implies that it will suffer both physical and content changes.
The number of dishes on the menu will be reduced in order to avoid the recurrence of this problem. Chefs will be also supported by having them trained by a specialist in steaks.
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The implementation of the new menu will have a total duration of 20 days and will be divided into 6 steps as follows:
The decision to change the menu - this being taken in one day by the management. The next is the choice of the format that wil also last 1 day. The third step in 6 days will be the one in
which the research is made regarding the kinds of cranes that will be introduced in the menu steps 4 and 5 will be the ones in which the content of the menu is updated, it will be corrected
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All those involved and affected by making this decision are the employees, management, investors and advertising companies who will be directly involved in the implementation of this
decision, but also the customers and suppliers.
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Therefore a stakeholder communication plan will be implemented. The decision to modify the menu will be transmitted to stakeholders through different communication channels such as
email, meetings or face to face, as many times as necessary. The manager, the waiter and the chief kitchen will be involved in the transmission of this information.
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In order to monitor and review the solution implementation, we wil reviews from customers, employees, and we will check the sales reports more often than before.
Customer reviews. At the end of their meal in the same time with the bill customers will receive a small questionnaire where they will be asked to express their opinion regarding the new
changes. If the time is not appropriate they will be encouraged to leave their reviews online or via post. The customers will be able to post their reviews on social media and dedicated reviews

~ 1| sites like TripAdvisor or via dedicated email for sugaestions and complains -
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With the change of management in this restaurant or discovered some abnormal situations in its operation. These substitutes were caused by a problem being identified as a very complex
and outdated menu. Or used analysis as fishbone and tolls as PMI to identify and solve this problem. Or generated possible solutions and used techniques in finding and implementing them.
Once the slot implemented will be followed by reviewing the operation of the restaurant. A memo will be created in which the changes will be highlighted to avoid this type of problems in the
~.| future. he
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The following case study refers to the “Special Steaks House" restaurant, opened in a shopping centre in 2006. The mission statement of the restaurant is to provide healthy food, based on
steaks, served in a fast manner. This restaurant has a complex old menu based on steaks from meat imported from all over the world. In last month this restaurant had a change of
management due to the fact that the old one has retired.
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As a result of the change of management, on a more careful verification of the registers, a decrease in sales was observed, by 20% in the last year. This situation is accompanied, onamore =
attentive look by the fact that many customers send the food back to the kitchen under various reasons such as: is cold, untasty, too little or with missing ingredients. In most cases, the food
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