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The restaurant for which I have been working, in the last past year, is a family-run business with great commitment and passion. The family first shop was established in Naples back in 1845 and remained a family business for five generations. Today, with two restaurants in Brighton and over 150 years of experience under their belts, the company delivers the authentic Neapolitan pizza. Neapolitan pizza is the most traditional pizza, made with homemade sourdough and cooked in a wood fired pizza oven.
Moreover, the pizza shop is known to utilize simple yet quality ingredients in the toppings. All products are imported from Italy.
The restaurant where I work is suitable for those mixed groups of people with a variety of dietary requirements. This is reflected is their menu which has plenty of vegetarian, vegan and gluten free options.
In 2020, the company was listed as one of Brighton’s best pizzas & Italian restaurants.
Additionally, the restaurant is involved in the retail and sales of Italian traditional food, snacks, drinks that otherwise would be difficult to find in the UK like for example: Lavazza Coffee, Galbani fresh cheese Products, Parmigiano Reggiano, Macine Mulino Bianco, Abbracci Mulino Bianco and some red and white Italian’s wine.
The company’s objective is to provide the best quality, service and long-lasting relationship with the communities, customers, and employees.
In May 2021, the restaurant opened his third branch in Brighton seafront food market, a food Hall that brings together seven independent kitchens under some roof.
According to “The restaurant Times” published by POgSIst, in any restaurant business there are generally five departments:
-Kitchen Staff:  Are the people who works on the front lines of the restaurant. They work part-time and full-time, days, night and weekend, and sometimes early in the morning for the food preparations.
The kitchen staff have a lot of duties: Basic food Preparations, Meal presentation, Stoke kitchen and storeroom, cleaning duties, Kitchen setup and Breakdown, Managerial Staff.
-Floor staff: Are those people who work in the food services industry such as waiter, waitress, and runners. Their duties include deliver excellent customer service, keep the front house and toilets clean all the time, make customers aware of the new offers, speak to customers to ensure that are satisfied, be aware to all company policies and procedures.
-Bar tenders: Are those who are specialized in the preparation of cocktail and long drinks. Their duties include verifying the age of customers, cleaning glasses and bar utensils, knowledgeable about drinks, good customer service skill, great time management and memory.
- Delivery staff: The company have a partner with Uber Eats, Deliveroo and Just Eat in order to provide a “take a away” service for the people or family that prefer eating in their houses or do not have a transport to reach the physical shop.
At the restaurant where I used to work, I have observed the problems, especially, in 1 of the 5 departments which were identified by POSIst in the “restaurant times”.
The department at issue is:

 delivery staff: Delivery driver's responsibility is to deliver products to customers in a safe, courteous, and timely manner. At my place of work, it takes between 20 minutes to 1 hour for the driver to arrive and collect the food. Moreover, there can be times where the pizza box is too big to fit inside the driver's bag and we have to wait for another driver to come and deliver the food to the client.
The company regards its customers and employees as it's main stakeholders. The problem I have identified in the different departments have an impact on the operation of the restaurant and can be affected by them.
Customers are the external stakeholders of the restaurant. Based on the problems I have found in the floor staff department and the delivery department, customers are impacted negatively. Then reasons are:
1 the long waiting time.
2 food quality (most of the time the food gets cold to the tables or to the client’s houses).
As for the employees, the lack of communication between the kitchen staff and the managerial staff makes the working atmosphere heavier than it is already. This has negative repercussions in the quality of the job and of the products.
SWOT ANALYSIS
	STRENGTH
	WEAKNESS

	Good corporate culture
	Strong existing competitors

	Great quality of produtcs 
	High cost structure

	Attractive store and zone
	Difficult to access to capital and funding

	High quality staff 
	Static website and late delivery 

	Good reviews on website  
	Tight margin profit

	
	

	OPPORTUNITY
	THREATS

	Improve custumers experince 
	Supplier relationships

	Attract custumers (special offers)
	Economic conditions

	Build relationship with (online)influencers
	Lose custumers 

	Improve online website
	Rising fixed cost 

	Focus on the custumer loyalty
	Poor rating on website 



PESTLE ANALYSIS
Political: The industry faces government regulations regard food safety and import/export which may change during the time. These regulations are consistent with international standards.
Environmental: Many restaurants worldwide make efforts to save the environment and preserve natural resources. The company’s goal is to create a sustainable future and at the same to provide the best experience to the customers.
Social: Nowadays, more than ever, the customer’s choice on whether to buy a product or not,depends on their social influence, or on the societal influence.
In order to market our products, we had to take into consideration more than a few social factors, for example, sex, religion, education level, culture, attitude toward our wellbeing and environment, interest in sports etc. This helped our company to identify and understand the target market, allowing us to provide a range of products that will be gladly accepted by our target.

Technological: New technologies allows the company to work more efficiently, save time, reduce waste, customize food, and have a better customer service. The most recent technological developments have the aim to reduce the cooking time and have a better quality of food (new electric ovens for pizza).
Legal: The food industry has high standards law for the safety matters. There are a lot of rules in the country on how food should be transported, stored, and prepared. If any of these regulations is broken its become a legal matters.
Economic factors: The world pandemic brought many changes in the economy, for example the decrease in consumer demand, revenues, and sale. The high inflation rate in the country discourages many families from eating out, leading them to eat at home. Moreover, the cost of production increased, and the company had to raised its prices. 




[bookmark: _Hlk80998375]Cause and effect diagram (fish born Analysis)
Environmental: traffic causes delays,which compounds durind the day.
Equipment: Breakdowns due to irregular maintenance schedule.
Methods: deliveries are slowed with paperwork for customers.
People: drivers are missing, or they are not using their satellite mavigation system.
Late delivery food at home 

Alternative Solution
-Solution 1: The company should hire their delivery driver.
-Solution 2: The company should provide customizable bag that can fix the pizza box.

PMI DECISION MAKING TOOL
Solution 01-The company should hire their delivery driver - PMI Model (score scale is 5) (private delivery for the company )
	PLUS POINTS
	MINUS POINTS
	INTERESTING POINTS

	1.better customers service -5
	1.buy  a scooter ( -3)
	1.new work relationship( +4)

	2.no more cold(pizzas) delivery -5

	2.pay hour to the driver (-3)
	2.reducion of fight in the workplace (+4)

	3.customer is satisfied -5
	3.new staff  that need to know the road (-5)
	3.come up with new working method(+4)

	4.increase revenues-4
	4.money eventual accident o veichole service  (-4)
	

	5.bettere work organization -4
	5.transport fee fuel ( -3)
	 

	Total plus points=23
	Minus Points=18
	Interesting Points=12



Final Value for the solution=23+12-18=17








Solution 02-The company should provide bags big enough to carry the pizza boxes 
	PLUS POINTS
	MINUS POINTS
	INTERESTING POINTS

	1.Food arrives  to houses  -5
	1.company has to allocate extra budget  ( -4)
	1.talk with the new driver (+2)

	2.Better customer service-5
	2.Eventualy beef with the delivery guys ( -3)
	

	3. Food arrives in good conditions -3
	3.delivery guy refused to use our boxes (-4)
	2.better social-interactive enviroment (+4)

	4.deliver  more food -4
	4.pizzas arrives cold (-4)
	

	5.Increase of sells -4
	5. Lost unsatisfied client ( -5)
	

	Plus points=21
	Minus Points=(-20)
	Interesting Points=(+6)


Final Value for the Solution=21+6-20=7
The department in which I have observed the most problem is the delivery staff department. The company relies on “Deliveroo” for the delivery of their products/ food. However, there are some problems have occurred in these years of collaboration.

Some of these are:
-late delivery (most of the time this is caused by the use on inappropriate equipment used by the delivery driver to collect the food. In fact, not all drivers bag can fit a pizza box and time is wasted in order to find another driver who can safely deliver the food).
-Incorrect orders being delivered
-Rude customer service
-Cold food being delivered.
I came up with two solutions in order to solve the problem. The first one is to provide the drivers with bags big enough to carry the pizza boxes and the other is to use our company's delivery staff.
Finally, I came up that the best solution for the company is to hire a personal delivery staff in order top have a better customer service and be more organized.

The company should provide for the costs of gasoline, cost for any accidents and maintenance, the driver payment, and the motorcycle insurance.
the company must provide drivers for deliveries, one of the main needs of the company is to hire drivers to improve home delivery times and consequently bring a positive development of customer organizational management.
A careful analysis of the problem has allowed us to implement a possible solution that aims at an economic advantage for the company and at the same time at a satisfied and proactive customer.
The implementation of this solution would require the company an initial compressive economic investment of: two petrol scooters at a cost of 2600 pounds, 1120 of gasoline per month, full time employment contract, 9 pounds a day to the driver of (2 people) the total cost will be 8080 pounds and cost per month will be 5480 pounds.
Considering the various opinions of the company's workers we have come to the conclusion that the implementation of two delivery drivers facilitates in the working environment the timing, the good mood of workers and customers and in the long term the company's profits.
The most significant challenge for the company is certainly the initial economic investment, the organization to be established concerning the perimeters of the city to be covered for deliveries and the methods of delivery and payment.
the insurance covers against any accidents, thefts, fires of the scooter and the contract includes the insurance at work.
I would like to arrange weekly meetings for the first month in order to get the point of the situation, I will listen to my colleague if they have any idea to improve the service.
I hope that my bosses will allow my ideas and request a meeting with me in the administrative area as I think that is the best solution for the growth of the company and the happiness of the client.




	Task
	Duration
	Resources required

	Present your proposal to the management 
	1 day
	Lap top, office room 

	Arrange a meeting and explain your solution 
	2 days 
	Lap top, projector, digital screen and office room

	Highlight the budget 
	2days 
	lap top and projector to demonstrate the prices to the management 

	Arrange review meetings 
	5 days( one day per week)
	Laptop, projector, feedback forms for company stakeholders 



-Thanks this studies I had a better understanding of how the company where I worked works, their strength and weaknesses.
I learnd how to use the Cause-and-effect diagram (fish born Analysis) and PMI DECISION MAKING TOOL which helped me a lot.
I understood and analysed the Social, economic, technological, environmental legal and political situation true the used of pestle analysis.  I have analysed all the departments of the company and found where the problems were, I Carefully studied the case to find the best solution to the problem.
At the end, finally after a deep studies and after the meeting I had with the managers I can says that the solution to the problem its found. By applying this new strategy the company is going to receive more positive reviews on the net and there will be a significant increase in the sales.
Moreover, we will still be  having  meetings every week to keep up with the performance of sales.
