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[bookmark: _Toc238754933]1.0 Introduction
This report focuses on a complex workplace problem within my business, Vayah has been trading for approximately one year. Vayah is a sole trader business that specialises in personalised gifts, including tumblers, mugs, clothing and seasonal products.
As the sole owner, I am responsible for every stage of the business, from responding to customer enquiries and creating personalised designs to producing, packaging and dispatching orders. During busy seasonal periods, the increasing workload creates challenges that affect the day-to-day running of the business.
Effective problem solving and decision making are essential for businesses to remain efficient and continue meeting customer expectations. Identifying the root cause of a problem allows organisations to develop appropriate solutions rather than simply addressing the symptoms. For a sole trader business such as Vayah, making informed decisions is particularly important because time, finances and resources are limited, meaning any solution must be practical, affordable and capable of supporting long-term business growth.
To investigate the problem, a range of problem-solving and decision-making techniques will be used, including brainstorming, mind mapping, a fishbone diagram, Five Whys analysis and strategic analysis. The report will then evaluate alternative solutions using a weighted grid analysis and cost-benefit analysis before selecting the most appropriate option. Finally, an implementation plan, stakeholder communication plan and monitoring process will be developed to support the successful introduction of the recommended solution.
This report will examine the nature and impact of this workplace problem, explore its root causes, evaluate a range of possible solutions and justify the most appropriate option before developing an implementation and communication plan.



[bookmark: _Toc456901517][bookmark: _Toc238754934]2.0 Define a Complex Problem
This report deals with a complex workplace problem at Vayah, a sole trader business which has been in operation for almost a year. Vayah has a range of personalised products from tumblers, mugs, clothes and seasonal presents. As a business owner I am responsible for all aspects of the firm from answering customers enquiries, designing bespoke designs, producing products, maintaining stock, packing orders and completing admin tasks.
The complex problem identified is managing workload and operational capacity in busy seasonal periods. During busy seasonal periods, the demand for customised products increases significantly. As all business activities are handled by one person it becomes more difficult to manage customer interactions, product design, production and order fulfilment within the available time. This can lead to longer turnaround times, delayed responses to customer enquiries and increase strain on the business owner. As the sole trader and owner of Vayah, I am responsible for identifying, implementing and monitoring any solution to this problem. This means that any decision made must be practical, affordable and achievable within the resources available. The impact of this problem extends beyond managing daily tasks. During busy trading periods, spending more time responding to enquiries, updating spreadsheets and organising orders reduces the time available for designing new products, promoting the business and maintaining customer relationships. As a result, opportunities for business growth may be missed, while longer response times and delivery delays could reduce customer satisfaction and discourage repeat purchases.
The problem is considered complex because it has multiple contributing factors rather than a single cause. Seasonal variations in demand, the time required to create bespoke designs, customer expectations for quick responses and the limited resources available within sole trader business all contribute to the issue. The problem is further complicated by completing priorities, as time must be divided between responding to customer enquiries, creating bespoke designs, producing products, managing stock, completing admin and fulfilling customer orders, while seasonal demand continually changes the workload. According to Dörner and Funke (2017) there is no single solution that will completely resolve the problem. Several possible approaches could be considered, including improving business processes, introducing digital order management systems or changing the way work is organised during peak trading periods. 
The current situation differs from the desired situation. At present, increasing demand during busy periods can affect the efficiency of business operations and the speed at which customer orders are processed. The desired outcome is to develop a more effective way of managing workload so that orders can be completed efficiently, customer enquiries can be answered promptly, and customer satisfaction can be maintained, even during periods of high demand.
The primary owner of this problem is the business owner. However, its impact extends to several stakeholders. Customers may experience longer waiting times for responses and completed orders, suppliers may receive urgent stock requests, and the overall growth of the business may be limited because time is spent managing day-to-day operations rather than developing new products or marketing activities. In addition, delays may affect customer satisfaction and repeat business, potentially reduce future sales and limit the long-term growth of Vayah.
Several constraints must also be considered when identifying an appropriate solution. As Vayah is operated by one person, both time and available resources are limited. Financial constraints restrict investment in new systems or additional support, while the personalised nature of the products means each order requires individual attention. Any proposed solution must therefore be practical, affordable and capable of improving efficiency without reducing the quality of the products or customer experience.
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[bookmark: _Toc238754936]3.1 Brainstorming
According to Reiter-Palmon and Hunter (2023) Brainstorming was used to identify possible causes of the workload problem, determine what evidence should be collected and generate potential solutions before making decisions. This helped explore the issue from different perspectives rather than assuming there was one single cause.
The brainstorming identified several possible causes, including increased seasonal demand, a high volume of customer enquiries, time spent creating personalised designs, manual production processes and the fact that all business activities are completed by one person. Other factors include limited working hours, reliance on a spreadsheet to manage orders and a limited budget.
Evidence such as order records, customer message volume, turnaround times and customer feedback would help identify the main cause of the problem. Several possible solutions were also identified, including introducing order management software, improving workflow, using automated customer responses and setting order cut-off dates during busy periods. 
Overall, the brainstorming exercise that can be found in Appendix A showed that the workload issue is influenced by several interconnected factors and highlighted the need for further analysis before selecting the most appropriate solution.
[bookmark: _Toc238754937]3.2 Mind Mapping
According to Buzan (2010) Mind mapping was used to organise the possible causes of the workload problem into key categories, making it easier to see how different factors are connected. The mind map (See Appendix B) showed that the workload challenges experienced with Vayah are not caused by one issue alone, but by a combination of people, processes, communication, resources, information and seasonal demand. Organising the information in this way provided a clearer understanding of the problem and helped identify the areas that required further investigation using the Fishbone diagram and the Five Whys.
[bookmark: _Toc238754938]3.3 Fishbone 
According to Sakdiyah et al. (2022) A fishbone diagram was used to investigate the possible root causes of the workload problem in more detail. The tool organises potential causes into key categories, making it easier to identify the factors contributing to the overall issue.
The analysis showed that the workload challenges experienced within Vayah are not caused by one single factor, but by a combination of issues relating to people, processes, communication, resources, information and seasonal demand. Using the fishbone diagram provided a clearer understanding of the areas contributing most to the problem and helped identify which factors require further investigation before deciding on the most appropriate solution. See Appendix C for the fishbone diagram.
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According to Gangidi (2019) The Five whys technique was used to identify the root cause of the workload problem by repeatedly asking why the issue occurs. This method helped move beyond the visible symptoms, such as delayed customer responses and longer turnaround times, to identify the underlying causes. The analysis showed that the workload challenges are primarily linked to the current business processes and limited resources available within a sole trader business, rather than being caused solely by an increase in customer orders.
The Five Whys analysis that can be found in Appendix D suggests that delayed responses and longer turnaround times are symptoms of a wider operational issue rather than the root cause. The underlying problem is that the existing business processes and resources are not sufficient to support increased seasonal demand. These findings support the results of the brainstorming, mind map and Fishbone analysis, showing that improvements should focus on business processes and workflow rather than simply reducing workload.
[bookmark: _Toc238754940]3.5 Strategic Analysis
According to Nandonde (2019), PESTLE analysis helps organisations understand the external political, economic, social, technological, legal and environmental factors that influence strategic decision-making. The PESTLE analysis identified technological factors as the greatest opportunity for Vayah, with an online ordering system offering the potential to improve efficiency and reduce manual administration. It also highlighted economic factors, including subscription costs, as a key consideration when implementing the system.
According to Gürel and Tat (2017) SWOT analysis is a strategic planning tool used to identify and organisation’s internal strengths and weaknesses alongside external opportunities and threats. The SWOT analysis highlighted that Vayah’s manual order management process was a key internal weakness contributing to the identified workload problem. The SWOT analysis highlighted Vayah’s personalised customer service and product quality as key strengths, while the manual order management process was identified as a significant weakness contributing to the workload problem. The analysis also identified opportunities to improve efficiency through digital technology and recognised increased competition and rising operating costs as potential threats.
According to Bowen (2018) GAP analysis is used to compare an organisation’s current performance with its desired future state, helping to identify the actions required to improve performance. The GAP analysis identified that Vayah’s current manual order management process is limiting efficiency during busy periods, supporting the recommendation to introduce an online ordering system.




[bookmark: _Toc238754941]4.0 Propose Alternative Solutions to the root cause
Following the analysis in 3.0, three alternative solutions were identified to address the root cause of the workload problem at Vayah. Each option was developed to improve workload management during busy seasonal periods while considering the available resources, costs and potential risks. 
Option 1 – Introduce an Order Management System 
The first option is to introduce an order management system to organise customer orders, production schedules and customer information in one place. This could reduce the amount of time spent manually updating spreadsheets and searching for order details, allowing work to be completed more efficiently. However, this option would involve subscription costs and time to learn new software.
Option 2 – Improve Workflow and Standardise Processes
The second option is to improve the current workflow by introducing a more structured way of managing daily tasks, customer enquiries and production. According to Madison (2005) Standardising routine processes could reduce time spent switching between different tasks and improve overall efficiency. Although this option has a low financial cost, it would require time to plan and implement and may not completely resolve workload pressures during peak periods.
Option 3 – Temporary Support During Peak Seasons
The third option is to use temporary support during busy seasonal periods. This could involve outsourcing suitable tasks, such as packaging orders or administrative work, allowing more time to focus on customer communication and product design. While this may reduce workload, it would increase operating costs and require time to train or manage additional support.
A summary of the three proposed solutions, including how each option addresses the identified causes, the resources required and any potential risks or barriers, is provided in Appendix F.
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[bookmark: _Toc238754943]5.1 Weighted Grid Analysis
To identify the most appropriate solution, a weighted grid analysis was used to compare each option against the same decision criteria. The criteria were selected based on the main issues identified during the problem analysis, including cost, ease of implementation, impact on workload, long-term effectiveness and suitability for a sole trader. Each criterion was given a weighting according to its importance. According to ASQ (2019) A weighted grid analysis was used to evaluate the proposed solutions against predetermined criteria. The completed weighted grid is provided in Appendix G.
The weighted grid showed that introducing an order management system was the strongest option overall. Although it requires some initial investment, it scored highest because it directly reduces administrative workload, improves organisation and provides long-term benefits. While improving workflows is also a practical option, it still relies heavily on manual processes. Outsourcing could help during busy periods but would increase costs and reduce profit margins. Overall, the weighted grid identified order management software as the most suitable solution for addressing the root cause of the problem.

[bookmark: _Toc238754944]5.2 Cost-Benefit Analysis
A cost-benefit analysis was completed to determine whether implementing an order management system would provide sufficient financial benefits to justify the investment. The analysis was carried out over a three-year period and includes both expected costs and financial benefits the full calculations can be found in Appendix H. 
The cost-benefit analysis suggests that introducing an order management system is financially worthwhile. Although there are initial setup costs, these are offset by savings in administrative time, improved efficiency and increased production capacity. HM Treasury (2023) states that cost-benefit analysis supports decision-making by evaluating whether the benefits of a project outweigh the costs. The analysis indicates that the investment would provide greater financial benefits over time while also improving customer service and reducing pressure during busy periods.
According to Galanakis and Peramatzis (2022), improving employee’s working conditions and reducing workplace frustrations can increase motivation and job satisfaction. Introducing an online ordering system is expected to reduce repetitive administrative tasks and create a more efficient working environment.
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According to Coursera Staff (2023) an implementation plan provides a structured, step-by-step approach for delivering a project by defining tasks, responsibilities, timelines and resources. Following the weighted grid analysis and cost-benefit analysis, the online ordering system was identified as the most suitable solution for Vayah. Therefore, a detailed implementation plan was developed to support the successful introduction of the new system which can be found in Appendix I.
Breaking the implementation into clearly defined stages allows progress to be monitored more effectively and reduce the risk of important tasks being overlooked. Allocating responsibilities, resources and timescales also help ensure the project remains achievable within financial and operational constraints of a sole trader business. The phased approach provides flexibility to resolve any issue before the online ordering system is fully launched.
[bookmark: _Toc238754946]7.0 Communicate the Plan to Stakeholders
[bookmark: _Toc238754947]7.1 Stakeholder Analysis
Stakeholder analysis was completed to identify the people and organisations involved in implementing the online ordering system. This helped determine their level of power and interest, ensuring they receive the right level of involvement throughout the project. The business owner has the highest level of influence, while customers have the greatest interest in using the new system. According to Alnhari and Quresh (2024) identifying stakeholders based on their influence and interest helps organisations develop appropriate communication and engagement strategies throughout a project. The stakeholder matrix and stakeholder analysis can be found in Appendix J.
Understanding stakeholder expectations is important because the success of the project depends on effective collaboration and communication. Identifying each stakeholder’s level of influence and interest allows engagement to be prioritised appropriately, helping to reduce resistance to change and encourage support throughout the implementation process.
[bookmark: _Toc238754948]7.2 Communication plan
A communication plan was created to ensure each stakeholder receives the right information at the right time. Different communication methods will be used depending on the stakeholder’s role, helping to keep everyone informed and support the successful implementation of the online ordering system. According to Gangidi (2019) an effective communication plan should identify who needs information, what information, how it will be communicated and how often. The full communication plan is provided in Appendix K.
Maintaining regular communication throughout the implementation process will ensure stakeholders remain informed of project progress, any changes to timescales and key milestones. Clear communication also provides opportunities for stakeholders to raise concerns, ask questions and provide feedback, supporting a smoother implementation and increasing confidence in the new system.

[bookmark: _Toc238754949]8.0 Monitor and review Implementation
According to HM Government (2024) monitoring and evaluation should be planned from the beginning of a project to measure progress, identify issues and make improvements where necessary. The implementation of the online ordering system will be monitored throughout the project to ensure tasks are completed on time, within budget and achieve the planned objectives. Progress will be tracked against the implementation plan and Gantt chart, with regular review points used to identify any delays or issue. If problems arise, corrective action will be taken, such as adjusting the project schedule, allocating additional time or reviewing resources. Progress updates will also be communicated to key stakeholders in line with the communication plan to ensure they remain informed throughout the implementation process. The monitoring and review plan is provided in Appendix L.
Monitoring implantation on a regular basic allows progress to be measured against the original objectives and ensures that any problems are identified before they become significant. Reviewing customer feedback, website performance and order processing times will help evaluate whether the online ordering system has achieved its intended outcomes. If targets are not met, the review process provides an opportunity to make adjustments and continuously improve the system to better meet customer and business needs.
[bookmark: _Toc238754950]9.0 Conclusion
This report has evaluated different options to improve the business and identified the implementation of an online ordering system as the most suitable solution. A weighted grid analysis and cost-benefit analysis showed that this option provides the greatest overall benefit by improving efficiency, reducing staff time and increasing customer convenience, while remaining financially viable.
An implementation plan, stakeholder analysis, communication plan and monitoring process were developed to support the successful introduction of the new system. These plans ensure responsibilities, timescales and progress are clearly managed throughout the project.
Overall, the proposed solution will help improve the efficiency of the business, enhance the customer experience and support future growth. If implemented and monitored effectively, the online ordering system should provide long-term benefits while supporting the continued success of the business. 
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	Possible causes
	Evidence to collect
	Possible solutions

	Increase in seasonal customer orders
	Number of orders received during busy periods compared to quieter months
	Introduce an order management system

	High volume of customer enquiries and design requests
	Number of daily customers messages and response times
	Use automated replies for common questions

	Each product requires a bespoke design
	Time taken to create each personalised design
	Create design template for popular products

	Sole trader responsible for every business activity
	Daily task list and time spent on each activity
	Improve workflow and prioritise daily task

	Manual production, packing and dispatch processes
	Average production and dispatch times
	Streamline the production process

	Reliance on a spreadsheet to manage orders
	Review current order tracking process and identify delays or errors
	Introduce dedicated order management software

	Limited working hours during peak seasons
	Hours worked each day and backlog of outstanding orders
	Extend advertised turnaround times during busy periods

	Limited budget to invest in additional support
	Current business budget and available resources
	Invest in low-cost software before considering addition staff

	Customer requests for multiple design amendments
	Number of design revisions requested per order
	Introduce a limit on free design amendments
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Seasonal demand
Increase in orders
Peak trading periods

Communication
High customer enquiries
Design amendments
Delayed responses

	People
Sole Trader
No extra staff
Limited capacity





Managing Workload & Operational capacity during busy periods



Information
Spreadsheet system
Manual order tracking
Time spent updating 

Processes
Bespoke designs
Manual production
Packing & dispatch


Resources
Limited budget
Limited working hours
No order software
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	Link
	Why question
	Because answer
	Evidence supporting the link

	Why 1
	Why is it difficult to manage workload during busy periods?
	Because customer enquiries and orders increase significantly.
	Order records show higher demand during seasonal periods.

	Why 2
	Why does this increase create delays?
	Because one person is responsible for all customer communication, design, production, packaging and administration.
	Daily workload and task list show all responsibilities are completed by one person.

	Why 3
	Why does one person completing all tasks become a problem?
	Because personalised products require individual designs, customer communication and manual production.
	Production process and customer orders require bespoke work.

	Why 4
	Why does this affect turnaround times?
	Because the current processes and spreadsheet system are not efficient enough to manage increased demand.
	Manual order tracking and workflow increase the time needed to process orders.

	Why 5
	Why are the current processes not efficient enough?
	Because the business has limited resources and relies on manual systems that have not been adapted as demand has increased.
	Current business operations rely on one person and spreadsheet-based order management.



	Root cause
	The root cause of the workload problem is the lack of an efficient workflow and order management process to support increased seasonal demand within a sole trader business.
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	Factor
	Impact on Vayah

	Political
	Changes to UK taxation, small business support or employment legislation may affect operation costs and business planning.

	Economic
	Rising supplier prices, inflation and increased postage cost can reduce profit margins, while changes in consumer spending may affect sales.

	Social
	Demand for personalised gifts continues to increase, particularly during seasonal periods, creating high workloads and customer expectations for fast delivery.

	Technological
	Advances in online ordering system and order management software provide opportunities to automate manual processes, improve efficiency and reduce administration time.

	Legal
	Customer information must be stored securely in accordance with UK GDPR, and consumer rights legislation must be followed when processing online orders.

	Environment
	Customers are increasingly expecting sustainable packaging and environmentally responsible business practices, which may influence purchasing decisions.



	Strengths
	Weaknesses

	High-quality personalised products
Loyal customer base
Flexible small business
Strong product knowledge
	Manual order management using spreadsheets
Time-consuming administration
Limited capacity during busy periods
Increased risk of human error and missed orders

	Opportunities
	Threats

	Introduce an online ordering system
Increase efficiency and productivity
Improve customer experience 
Support future business growth
	Competitors using automated systems
Rising supplier and postage costs 
Seasonal fluctuations in demand 
Software implementation and training costs



	Current State
	Desired State
	Gap Identified
	Action

	Orders managed manually using spreadsheets
	Automated online order management system
	Inefficient administration and duplicated tasks
	Introduce an online ordering system

	High workload during seasonal periods
	Balance workload with streamlined processes
	Limited capacity during peak demand 
	Automate order processing and customer information

	Time spent searching for customer details
	Quick access to customer and production information
	Reduced productivity
	Store all order information in one place

	Increased risk of missed orders and errors
	Accurate, organised order management
	Human error caused by manual processes
	Use digital order tracking and automated records
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	Option
	Brief Description
	How it addresses a cause
	Notes on Resources/Cost
	Notes on barriers, risks and unintended effects

	1
	Order management software
	Introduce software to organise customer orders, messages and production schedules.
	Reduce manual administration and improve organisation.
	Monthly subscription cost and time to learn the system.
	Initial setup time and ongoing subscription costs. 

	2
	Improve workflow and standardise processes
	Create a structured workflow with daily task planning, order priorities and standard operating procedures.
	Improves efficiency and reduces time spent switching between tasks.
	Low cost but requires planning and implementation time.
	May not completely solve workload during busy periods.

	3
	Temporary support during busy seasons
	Use temporary help or outsource suitable tasks such as packing or administration during seasonal peaks.
	Reduces workload and allows more time for design and production.
	Staff wages or outsourcing costs.
	 Increased business costs and training requirements.
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	Criterion
	Weight
	Reason

	Cost
	4
	Limited business budget

	Ease of implementation
	4
	Must be realistic for one person

	Impact on workload
	5
	Main objective is reducing workload

	Long-term effectiveness
	5
	Solution should improve the business over time

	Customer experience
	3
	Fast responses and reliable service are important




	Option
	Cost x4
	Ease x4
	Workload x5
	Long-term x5
	Customer x3
	Unweighted total
	Weighted total

	Order management software
	4 (16)
	5 (20)
	5 (25)
	5 (25)
	4 (12)
	23
	98

	Improved workflow
	5 (20)
	4 (16)
	4 (20)
	4 (20)
	4 (12)
	21
	88

	Outsourcing
	2 (8)
	3 (12)
	5 (25)
	3 (15)
	5 (15)
	18
	75
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	Cost
	Year 1
	Year 2
	Year 3
	Year 4
	Year 5
	Total

	PC
	£400
	
	
	
	
	£400

	Printer
	£650
	
	
	
	
	£650

	Cricut
	£250
	
	
	
	
	£250

	Heat press
	£330
	
	
	
	
	£330

	Tumbler 
Heat Press
	£250
	
	
	
	
	£250

	Software Subscription
	£100
	£100
	£100
	£100
	£100
	£500

	Total Cost
	£1980
	£100
	£100
	£100
	£100
	£2380



	Benefit
	Year 1
	Year 2
	Year 3
	Year 4
	Year 5
	Total

	Staff Savings
	£3000
	£3000
	£3000
	£3000
	£3000
	£15000

	Reduced Consumables
	£100
	£200
	£300
	£350
	£350
	£1300

	Total Benefits
	£3100
	£3200
	£3300
	£3350
	£3350
	£16300



	Measure
	Formula
	working
	What the result means

	Benefit-cost ratio
	Total benefits/total costs
	£16300/2380=6.85:1
	An estimated £6.85 of benefits for every £1 spent over all years

	Net annual benefit
	Annual benefit – annual cost 
	Year 1: £3100-£1980=£1120
	In the first year alone, benefit exceeds cost by £1120, so the option pays for itself immediately

	Average annual benefit00
	(total benefit-total costs) / number of years
	(£16300-£2380)/5=£13920/5=£2784
	 The average net gain per year across the appraisal period.
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	Task
	Owner
	Timing 
	Resources
	Milestones

	Research suitable online ordering software
	Business Owner
	Week 1
	Internet, supplier information
	Best software selected


	Purchase subscription and set up account
	Business Owner
	Week 2
	£100 subscription
	Account created

	Add products, prices and photographs
	Business Owner
	Weeks 2-3
	Product photos, description
	Product catalogue complete

	Test ordering and payment process 
	Business Owner
	Week 4
	Test orders
	Order processed successfully 

	Link ordering system to website/social media
	Business Owner
	Week 5
	Website, facebook, Instagram
	Customers can access system

	Launch online ordering system
	Business Owner
	Week 6
	Marketing posts
	System goes live

	Monitor customer feedback and resolve issues
	Business Owner
	Weeks 7-8
	Customer reviews
	Any issues resolved

	Review performance and make improvements
	Business Owner

	Week 8
	Sales reports, customer feedback
	System fully implemented



	Activity
	Week 1
	Week 2
	Week 3
	Week 4
	Week 5
	Week 6
	Week 7
	Week 8

	Research software
	
	
	
	
	
	
	
	

	Purchase & setup
	
	
	
	
	
	
	
	

	Upload products
	
	
	
	
	
	
	
	

	Test system

	
	
	
	
	
	
	
	

	Link to website/socials
	
	
	
	
	
	
	
	

	Launch system

	
	
	
	
	
	
	
	

	Monitor feedback
	
	
	
	
	
	
	
	

	Review & improve
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	Keep Informed
	Manage Closely

	Customers
Social media followers
	Business owner
Website provider

	Monitor
	Keep Satisfied

	Supplier

	Payment provider




	Stakeholder
	Power
	Interest
	Why?/Stakeholder Expectation
	Support or resistance?
	Engagement approach

	Business Owner
	High
	High
	Wants the system to improve efficiency and customer service
	Support
	Manage closely with regular reviews

	Customers
	Low
	High
	Easy ordering process and quick responses
	Support
	Keep informed through social media and website updates

	Website Provider
	High
	Medium
	Successful installation and technical support
	Support
	Keep satisfied with regular communication

	Suppliers
	Low
	Medium
	Accurate product information and stock requirements
	Support
	Monitor and update when necessary

	Payment Provider
	High
	Medium
	Secure payment processing 
	Support
	Keep satisfied with system updates

	Social Media Followers
	Low
	High
	Need to know when online ordering becomes available
	Support
	Keep informed with promotional posts
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	Stakeholder
	Message
	Method
	Timing
	Owner
	Feedback/Evidence

	Business Owner
	Project process and decisions
	Weekly review
	Weekly
	Business Owner
	Progress notes

	Customers
	Launch date and how to order
	Facebook, Instagram & Website
	Before launch and ongoing
	Business Owner
	Customer enquiries and orders

	Website Provider
	System setup and technical issues
	Email
	As required
	Business Owner
	Email confirmations

	Suppliers
	Product and stock setup
	Email
	Monthly
	Business Owner
	Supplier responses

	Payment Provider
	Payment system setup
	
online support/email
	During setup
	Business Owner
	Successful payment testing

	Social Media Followers
	Promote new ordering service
	Facebook & 
Instagram posts
	Before and after launch
	Business Owner
	Like, comments and shares
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	Measure
	Baseline
	Target
	Frequency
	Owner
	Evidence Source
	Corrective action

	Website development
	Not started
	Website completed
	Weekly
	Business owner
	Website progress
	Resolve issue with website builder

	Product uploads
	0 products
	All products uploaded
	Weekly
	Business owner
	Product listings
	Allocate extra time to upload products

	Payment system
	Not connected
	Fully operational
	Before launch
	Business owner
	Successful test transactions 
	Contact payment provider if issue occur

	Test orders
	No testing
	All test orders successful
	Before launch
	Business owner
	Test order records
	Fix website errors before launch

	Customer feedback
	No feedback
	Positive feedback received
	monthly
	Business owner
	Customer reviews
	Make improvements based on feedback



	Review point
	When
	Decision the be made
	Who participates

	Early implementation review
	Week 2
	Check website progress
	Business owner

	Pilot/midpoint review
	Week 4
	Ensure products and payments are working
	Business owner

	Final implementation review
	Week 6
	Decide if website is ready to launch
	Business owner

	Post-implementation review
	One month after launch
	Review customer feedback and make improvements
	Business owner
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Fishbone Analysis

High volume of customer
enquiries and messages

Sole trader - only
one person

Bespoke designs take
a long time

Manual production
and personalisation

Frequent design
amendments

No additional staff
during busy periods

Expectations for quick
responses

Packing and dispatch
is time consuming

Limited time
and capacity

No standard operating
procedures

Time spent on messages
and updates

Juggling many roles
(design, production,
marketing, admin)

EFFECT / PROBLEM

Managing workload
and operational
Using spreadsheet capacity during
to manage everything busy seasonal
periods

Seasonal increases
in orders

Limited budget for
investment

Manual order tracking
and updates

Limited working
hours in the day

Busy periods around
holidays and events

Hard to find key
information quickly

Lack of automation
or software

High customer
expectations

Risk of inaccurate or
outdated data

Unpredictable spikes
in demand

Limited workspace
at home

Resources





