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Consultancy Report: Enhancing Staff Training and Service Quality at Anasma Greek Eatery
[bookmark: _Toc222385733]Executive Summary
The consultancy report aims to assess the operations of Anasma Greek Eatery, an independent Mediterranean restaurant in Stoke-on-Trent, with the aim of identifying the operational area that is strategic enough to be improved to enhance performance. The main area where improvement can be made is through systematic internal and external analysis, such as SWOT, PESTEL, Stakeholder Analysis and the Marketing Mix framework, which defines the development of a formalised and structured system of training its staff. The results indicate that although Anasma Greek Eatery has good culinary authenticity, a high level of local customers, and a unique brand, inconsistencies in service delivery, low formal onboarding processes, and a lack of formal performance monitoring decrease its potential to maintain a competitive advantage. Human capital is a key strategic asset in a hospitality setting, whereby customer experience is becoming key to business success.       
Based on academic literature in hospitality management and change management, this report proposes a structured training and development program. Key recommendations include establishing service standards, enhancing menu knowledge and selling techniques, and implementing performance metrics with ongoing evaluations. These improvements are cost-effective, feasible for independent restaurants, and aligned with long-term growth goals. The report finds that the structured staff development will lead to service consistency, improved customer satisfaction, higher average spend per head, improved brand reputation, and, finally, sustainable competitive advantage.
[bookmark: _Toc222385734]Introduction
The hospitality business is highly competitive, consumer expectations are changing, and operational pressures keep mounting. The restaurant business is a constantly changing sphere with dynamism in customer preferences, current cost frameworks, and the amplified reputational effect brought with electronic platforms. Consequently, to achieve profitability and customer retention, adaptation, innovation, and monitoring performance are needed constantly. Those organisations which are unable to strategically react to these pressures are likely to lose market share and become less viable over the long term. The restaurants need to keep changing to remain profitable and retain their customers. This modification is not only done in terms of menu innovation and marketing approach, but also service delivery, internal systems, and staff capacity. However, human interaction is also very critical when determining customer perception and their general satisfaction in service-based industries. The modern hospitality studies indicate that the quality of service and the performance of employees are conclusive factors of organisational success (Ford & Sturman, 2020). Employees who perform well help in promoting better customer experiences, word-of-mouth, repeat visits, and financial outcomes. A strong product offering can be undermined by inconsistent or underperforming staff. In this context, structured assessments and evidence-based recommendations, along with measurable contributions, can be provided through consultancy interventions. Consultancy structures facilitate a rational evaluation of strengths, weaknesses and strategic openings and coordination of operational enhancement with macro business aims. Consultancy analysis assists organisations in focusing on their efforts that create sustainable competitive advantage as opposed to quick solutions by incorporating theoretical and practical observation. This consultancy report is devoted to the Anasma Greek Eatery that is to be evaluated in terms of its performance at present and to determine the strategic area of its improvement. The key point is to have an assessment of how better training of staff can help to increase efficiency in operations, quality of services and long-term business performance. Training is not only viewed as an expense, but an investment in human resources that reinforces the consistency of services, product familiarity, and contact with customers. Academic theory is used in the report in addition to practical observation to have a balanced and critically informed analysis, hence, to support realistic and implementable recommendations.
[bookmark: _Toc222385735]2. Organisational Brief and Consultancy
Anasma Greek Eatery is a standalone Greek restaurant that deals with traditional Greek cuisine in Stoke on Trent. The restaurant positions itself in terms of authenticity, cultural ambience, and quality food (ANASMA GREEK EATERY, 2019). Its intended market comprises individuals in the local area, family members, couples, and casual customers who want to have a different experience in their dining. The organisation is already showing a number of strengths, especially product authenticity, culinary consistency, and cultural ambience (Harmer, 2019). The informal observation and chatting during placement shows that the performance of front-of-house service varies. Although the quality of food is always high, there is a variation in delivery service among the members of staff, especially during peak times. There were cases of inadequate menu explanation, irregular greeting procedures, and fewer upselling processes. The following definition of the consultancy brief is thus: to implement a methodical study of both internal and external factors which influence Anasma Greek Eatery and find a strategic area to improve the business performance. After the initial assessment, the most effective area to improve was staff training and development.
3. Methodology
The type of research that was used in this consultancy was mixed method, which incorporated primary and secondary research in order to provide academic rigour and relevance. Primary data was collected by means of structured observation of the service shifts, informal discussions with the staff and customer feedback regulations (Restaurant Magazine | Restaurant News and Reviews, 2026). The observational research made it possible to evaluate the service flow, communication processes, and quality of staff-customer communication. Informal interviews gave information about staff confidence, training experience, and operational problems.
The secondary research entailed a review of scholarly literature on hospitality management, service quality, and organisational change. Theoretical frameworks that were also consistent with (Clegg et al., 2021) in project management as value creation, (Dawson & Andriopoulos, 2021) in change management and (Ford & Sturman, 2020) in hospitality organisational performance were used. The findings were compared with insights from various industry sources to contextualise them within the broader UK hospitality market. To conduct a thorough analysis, a PESTEL framework was used for examining the external environment, while a SWOT analysis assessed internal factors. Additionally, the marketing mix (7Ps) and stakeholder analysis were employed to evaluate the implications arising from these analyses. Some of the ethical considerations were to ensure the anonymity of individual staff members and to make the findings constructive and not personally critical.
[bookmark: _Toc222385736]4. PESTEL External Environment Analysis
PESTEL analysis was carried out to understand the macro-environmental forces that can affect the performance of the restaurant. This system will offer a powerful perspective of the wider external environment that informs strategic decision-making and operational performance. Through the consideration of political, economic, social, technological, environmental, and legal aspects, the restaurant is better placed to know how the external risks and opportunities affect long-term sustainability and competitiveness (www.gaultmillau.com, n.dPolitically, it is crucial to focus on food hygiene regulations, employment laws, and licensing requirements. These regulations set by the authorities have a significant impact on daily operations, food preparation, and worker management (Polina Baum-Talmor and Çağatay Edgücan Şahin, 2024). Minimum wage rates and employment laws directly affect labor costs, highlighting the need for productivity and efficiency in enhancing staff performance (Suljic). The political uncertainties and possible policy changes can further affect taxation or the rates of businesses, putting pressure on the operation of hospitality businesses.
On the economic front, the UK hospitality industry is under pressure due to inflation of food, energy, and supply expenses. Increased operating costs diminish profit margins, and revenue optimisation by better service and upselling has become even more significant. During times of economic insecurity, customers become more price-sensitive, and they consider more on service experience as a reason for discretionary spending. Restaurants have a responsibility to ensure that the perceived value of their offerings exceeds customers' price expectations. This is essential for fostering customer loyalty and encouraging repeat visits. Today's consumers increasingly seek experiences during their meals rather than merely consuming food. They prefer authenticity, a sense of engagement, and personalised service. Experiential positioning plays to the advantage of cultural restaurants like Anasma Greek Eatery. Still, in this case, it is necessary to have skilled and confident employees who can convey culinary stories and deepen the emotional aspect of getting a meal. Demographic shifts and changes in lifestyles add to the competition in the industry. The effects of customer experience are enhanced by technological advancements, such as online booking systems and digital review systems. Inconsistencies in services may affect online reputation very quickly. Technology consequently raises the level of accountability and requires standardisation of the service to defend brand image and customer confidence.
Consumer perception is also affected by environmental factors. The brand image is also influenced more by sustainable sourcing and responsible waste management. Such practices perceived responsibility and authenticity are improved by staff awareness and communication, and increase competitive positioning. Strictly, allergen labelling laws have compelled employees by law to show item familiarity and assurance. The absence of allergen communication training poses a significant risk to the restaurant, potentially leading to reputational damage and financial losses. The PESTEL analysis shows that outside forces increase the strategic value of highly trained and professional employees who are able to provide regular and high-quality service.
[bookmark: _Toc222385737]5. Internal Analysis
[bookmark: _Toc222385738]5. a. SWOT Analysis
The SWOT analysis demonstrates that the strengths of Anasma Greek Eatery are mainly in the authenticity of the products, ambience, and culinary knowledge. It has created a recognisable identity and enjoys a following of customers. Its original Greek menu, traditional recipes and interior that are culturally oriented make it have a unique dining experience that makes it stand out among generic competitors in the local market. The high focus on freshness, flavour and visual appeal increases the feeling of value and customer loyalty. Moreover, being a single restaurant, it has the advantage of managerial flexibility, which enables it to respond faster to customer preferences and seasonal alterations of the menu than bigger chain operations. Nonetheless, its weaknesses are mainly operational. This means that there is no formalised training structure, uncoordinated customer service practices, and minimal performance measurement systems contribute to a lack of reliability in the operations. Employee confidence is not high, especially with upselling and wine pairing recommendations (Sheridan and Dressler, 2025). The lack of written standards of service or organised onboarding has made performance heavily reliant on the initiative of employees as opposed to organisational processes, Niemi. Such a discrepancy may have an adverse impact on customer views of professionalism and brand reliability, particularly at peak trading times when there is increased complexity in coordination.
There is a chance of ensuring better differentiation with service excellence. In a market that is getting progressively competitive, excellent service may serve as a competitive edge. Increased employee competence may lead to higher average spending per customer and encourage repeat visits. Additionally, businesses can leverage positive customer experiences to enhance online feedback and boost word-of-mouth marketing. Other threats are competition from chain restaurants that have standardised training systems, economic recessions that lower the frequency of dining and a shortage of labour in the labour market that hinders recruitment (Elshaer et al., 2025). The SWOT analysis will prove that the most strategically significant area of the development is operational improvement, especially in the area of staff training.
[bookmark: _Toc222385739]5. b. Marketing Mix (7Ps)
This conclusion is also supported through the Marketing Mix framework, providing a systematic method of assessing the internal factors that influence the customer experience and competitiveness. The product, which is considered to be the real Greek food, is robust (Dimitrakopoulou and Vantarakis, 2021). Its genuineness, conventional recipes, freshness, and presentation that is culturally based are an addition to the differentiation strategy of the restaurant. It is a solid product base that builds a distinct market presence and provides customers with an expectation of quality and originality (Brown et al., 2019). Competitive pricing is in the local mid-range market, which implies that the restaurant is well-placed to appeal to value-oriented clients without loss or reduction in perceived quality. The target pricing strategy is consistent with the target market and does not seem to be a major drawback (Tahat, 2023). Physical environment has been used successfully to identify with the Mediterranean identity in terms of decor, ambience, and atmosphere, which contributes to brand positioning and improves the dining experience.
However, the components of People and Process show weakness. Service processes are not standardised formally, and the performance of employees is uneven in terms of shifts and situations. Service cannot exist without product in the hospitality industry; as such, the issue of inconsistency in people's performance is a direct influence on perceived quality of the product and general satisfaction (Khurshid et al., 2025). The Marketing Mix analysis thus shows that the enhancement of the same through augmentation of the “People dimension can be achieved by training, better procedures and performance management as the main elements of improving the entire value proposition.
[bookmark: _Toc222385740]6. Stakeholder Analysis
The stakeholders are the owner of the restaurant, the management, the front of the house employees, the kitchen employees, the customers, the suppliers, and the local community. Staff training is enhanced for all stakeholder groups. Structured training enhances the efficiency and revenue potential of operations for the management. To the staff, it boosts confidence, skills development, and job satisfaction (Ahmed et al., 2022). To customers, this enhances satisfaction and overall value. For suppliers, upselling can lead to improved product turnover. For the local community, a positive image can result in increased financial support. The stakeholder analysis shows that staff development creates a range of benefits.
[bookmark: _Toc222385741]7. Area for Improvement Identification
The lack of formal staff training is the major weakness in operations, as identified in the analysis. The onboarding programme, service standard manual and performance monitoring framework are not documented whilst informal training takes place (Mitschelen and Kauffeld, 2025). Service inconsistencies observed include inconsistent greeting procedures, a poor level of menu explanation, irregular follow-up when serving, and poor proactive upselling (Google Books, 2025). These discrepancies involve the threat of weakening the high-quality product offering of the restaurant.
In hospitality literature, it is stated that the quality of service has a great impact on customer satisfaction and loyalty (Ford & Sturman, 2020). Absence of training will make the quality of the service dependent on the character of an individual as opposed to organisational standards. Hence, a question of structured staff training and development is introduced as the area to be improved.
[bookmark: _Toc222385742]8. Discussion: Change Management and Consultancy
The interventions undertaken through consultancy should not just diagnose the issues, but should also adopt sustainable solutions. Dawson and Andriopoulos (2021) argue that the key to successful change is the dedication of the leader to it, clarity of communication, and involvement of stakeholders. Applying the Clegg project management framework, the training development project can be designed into initiation, planning, implementation, and evaluation stages. The improvement in the service consistency, the rise in average spends per head, and the rise in customer satisfaction rates should be listed as clear goals (Dehnavi, Yazdaan and Sadjadi, 2023). The resistance to change can occur when the staff members feel that they are being criticised in training. Thus, training needs to be presented as professional development rather than a remedial measure.
9. Results
According to the consultancy analysis, the range of impact of staff training on revenue, brand perception and long-term sustainability is conclusive. The staff members are more confident when they have better product knowledge (Isac et al., 2024). Profiteering is done through structured upselling. Normalised service specifications bring about uniformity and enhance brand loyalty. According to financial modelling, an average upselling of 5% in terms of average spend per head would greatly defray the cost of training (Vairetti et al., 2024). Also, greater customer satisfaction can result in greater rates of repeat visits.
[bookmark: _Toc222385743]10. Conclusion
This consultancy report has analytically reviewed Anasma Greek Eatery based on established academic models and industry concepts. Even though the restaurant possesses high culinary identity and brand authenticity, the lack of systematic training of the staff makes it hard to maintain the competitive advantage. The analysis proves that human capital is the greatest part of the strategy that could be improved. The recommendations made are practical in their nature, affordable and focused on customer needs by ensuring consistency of service quality, profit maximisation, and long-term sustainability. Staff development (organised) helps Anama Greek Eatery turn the factor of consistency in services into a value-creating competitive advantage and place the company in the context of the UK hospitality market that is increasingly dynamic.
[bookmark: _Toc222385744]11. Recommendations
· The major proposal is the adoption of an organised training and development programme.
· An elaborate training guide must be prepared containing the service standards, greeting guidelines, allergen process and up-selling strategies. Menu knowledge workshops need to be introduced so that the staff can specify ingredients and cultural context with a sense of certainty.
· New employees have to be provided with a formal onboarding process with shadow shifts and competency sign-off. Briefings before shift change need to be established to boost day-to-day goals and communication.
· Performance indicators like average spending per head, customer feedback and frequency of complaints should be tracked every month. The constructive feedback should be conducted during quarterly performance reviews, and additional training needs should be recognised.
· Preliminary investment is relatively low based on the prospects of revenue increases. The development of training materials and the delivery of the workshops may be done in-house, and the costs of external consultancy may be reduced.
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