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This report is focused on customers customer service engagement of iL Bacino restaurant. iL Bacino is an authentic Italian restaurant with modern décor. In this report I have tried my best to critically analyze iL Bacino’s customer service and quality systems. Critically analyzed  how to maximize customer values and tried my best to identify iL Bacino’s quality management systems and their effectiveness. I my case study I have various positive as well as negative issues within the organization, some of them are serious need immediate attention some of them are less important that can be solved later on. Below I have described my case study more in depth, And I finished it with some valuable recommendations.     
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I’m writing this report in purpose of understanding and engaging customer service experience.  My selected organization is my current work place Il Bacino restaurant chosen as my case study. The case study is divided in 2 parts, in the first part I will be focusing on how to maximise customers values by using critical thinking skill. In second part I will be focusing on how IL Bacino’s  system are built and ability to meet customers’  requirements. The report will also discuss how IL Bacino can improve customer services as an organization to provide their customers best possible service in order to make them happy. Effective communication is so important to keep customers happy. For me happy customers means your business is successful/or very close to success. I will be discussing some important management theories relevant to IL Bacino. And by critically analysing my case study and management theories I will give some recommendations in order to improve/change IL Bacino’s  customer service. I think every organization has their own way of customer service. Different organizations different service style different marketing strategy.   
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iL Bacino restaurant is my chosen case study. iL Bacino is part of iL Bianco limited (bianco, 2019). iL Bianco has total of 3 restaurants. First one was open 12 years ago in canary wharf area. After 9 years of successful business the company open their 2nd restaurant in canning town area, and 2 years ago the company open their 3rd and final restaurant in Wapping. Wapping is a very posh residential area in east London. iL Bacino is a modern dine posh Italian restaurant. Where foods are authentic Italian.  According to (centre, 2019) values are always important either its personal or organization’s values. Values are essential to grow and develop. The main concept of iL Bacino is quality food and service. iL Bacino has very good reputation for their good food and service with just 2 years of business. Their reputation is growing every day.

[bookmark: _Toc7736434]Part 1:

· Excellent customer service: according to (Mealey, 2019) doesn’t matter how beautiful décor and how quality food your serving to your customers. But it so important how good your customer service is. If your customer service fail to meet customers’ expectations there is a big chance customer will look for alternatives. According to this article (Champions, 2019) There is huge competition outside specially in restaurant business. Customer service is important in every business as well as restaurant business. Customers often leave restaurants because of the bad service they had. iL Bacino has good reputation for their customer services, however there are some complain about some staffs. I have noticed personally there are some staffs who shuts during service times, and there are some specific complain about that. I think owners should take this complain seriously  and take action about it. Because I think this frustrating for customers, restaurant can lose customers because of this. The owners must understand customers’ needs and demands in order to fulfil their expectations. 

· Quality food: According to (Quain, 2019) quality is the most important part of maximising customers values. In restaurant business it is so important to keep quality as your high priority. iL Bacino  is so focused in their quality foods. However they should continue with the same fashion in order to keep customer value high. Unfortunately iL Bacino has some staffs they are not focused in quality their main focus is quantity. The owners are well aware of it but they are not taking any action. I think this problem can harm their business as well as customer value. Keeping quality is not only to keep customers happy it’s also helpful to grow your business reputation, less risk of losing customers as well as mental satisfaction that you are taking money from your customers by serving quality foods. iL Bacino is serving traditional Italian foods, more than 90% of their ingredients are fresh in order to keep their quality. 


· Customer feedback:  according to this blog (Startquestion, 2016) customer feedback is the customer’s opinion about the service or product they had within a particular company, Literally it’s about the whole experience within the company. It can be a good or bad experience. If you are running your own business you will try your best to keep your customers loyal. To keep customer loyal you need to know about their experiences either they are satisfied or dissatisfied.  Through customer review  it’s easy to know about customers experiences. Almost every single company is using customer review to find the problems in order to improve. Majority of customers don’t write a review unless there are serious issue either its bad or good. If it is a good review owners must  compliment their employees in order to keep them motivated, but if the review is bad they must take it seriously and take action if necessary. Sometimes it’s also about customers recommendations for example: one of iL Bacino’s loyal customer left a review with 5* complaining about a staff. He is regular customer of iL Bacino, he had some bad experience with one of the staff  so he left the review as a recommendation for the company. I think owners of iL Bacino should respond to their online reviews. Especially when there is negative review , this is how they can give customers feel that their problem has been taken in consideration by the owners. Maybe the company has  solve that particular problem but customer didn’t know about that, so it’s important for owners to inform customer that their problem has been solved and encourage them to come back again. On other hand there are some customers they leave negative review without a valid reason or not relevant complaint, these reviews normally harm business reputation. Owners must respond to prevent those activities. 
· Trained staff: according to (Hasanaj, 2017) it is so difficult to keep customers loyal and  their trust without well trained staffs. Staffs represent your company their activities behaviour put direct impact on it. It is so important for staffs that they represent company’s values, attitudes, beliefs. It is so common to see staffs don’t represent company’s  value, belief, attitude in an appropriate way. I think company need to train their staffs to improve customer service and also define  them about the company’s values, beliefs, attitude. In return they are going to give your customer good service and will represent company’s values, beliefs, attitude. iL Bacino has some staffs they really need some training, because they are aware of their jobs but not aware of company’s values, attitudes, beliefs, on the other hand some staffs don’t have good customer service skills. Well trained staffs can maximise customers values as well as company’s revenue.
 
· Customer loyalty/rewards:  iL Bacino doesn’t have any notable way to reward their customers, except offering them some liquor before they go. But still they manage to have loyal customers. The reason behind it is their very good quality food and service. However there are some little activities from staffs that’s gives customer feels rewarding like, recognising customers, recognising their drinks or food, by giving them a nice table all this little activities grow their trust and make them feel rewarding. Majority of iL Bacino’s customers are rich people, so if you offer them some kind of discounts or vouchers etc. sometimes it’s insulting for them because they have got money they don’t need any discounts. They come to iL Bacino to spend money not to save money.

· Location: as I said before iL Bacino is located in a posh residential area, But the area is not that big.  There are no Underground, Overground, train stations nearby within 7 minutes walking distence. Even no hotels are close to the restaurant. The restaurant doesn’t have any parking space.  the only organization they are relaying on is Tobacco dock. Tobacco dock organize functions/parties all over the year, but it’s like 1 function per month. So most of their business relaying on local customers and Tobacco dock. Infect 90% of their customers are local 10% from outside. According (Oppong, 2018) location can maximise business value as well as customer value. Good location can do your advertisement as well.  before choosing your location you must see things around like, close to public services, parking space etc. iL Bacino is losing lots customers because of their location. Owners should take this in consideration in order to find a solution. 

· Coziness: iL Bacino is a modern cozy romantic restaurant. Where nice sitting, candlelight dinner, peaceful, intimate and nice décor would give you cozy feel. But the music is not always soft at iL Bacino. we have According to (Frampton/, 2015) loud music, harsh lighting, loud noises from kitchen would detract to feel coziness. A part from loud music there is a problem with personal space in between tables. Customers don’t have enough space between tables in order to offer them full intimacy, because majority customers come to enjoy a romantic atmosphere.

 
· Equality:  Equality in customer service I think one of most important thing specially when it’s come to face to face customer service. It is so common for businesses to find their valuable loyal customers and reward them. Sometimes they get special treatment in reward. But with my personal experience I have notice that lots of business reward their valuable loyal customers in front of other customers, I mean face to face customer service. I totally disagree about this type of reward, this is how you are ignoring majority of your customer to reward some of your customers. My point is those ignored customers could become your loyal customers after some time if treat them equally, because of different customer service they have received I’m sure majority of them will not return anymore. So you have lost those customers because of your un equal customer service. Surly that can make a huge damage in your business. At iL Bacino luckily there is no issue about the customer service. They treat every single customer equal however except some friendly valuable loyal customers, they are not big numbers just few. Anyway they are receiving same service but more attention. That is defiantly not harming anyone.
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· Technologies: according to (Mansoor, 2018) nowadays technologies is advancing so fast lots of business growing within the technologies, and majority of the  businesses are trying to take full benefits of technologies. Restaurant business in not far from technologies. Website, phone, apps, email all these been used by restaurant sector.  iL Bacino has its own website, where all the information about the restaurant is available like, address, phone number, menu, opening hours, photos etc.  Telephone is another technology  that used by iL Bacino, in purpose of taking order by phone, table booking, booking cancellation, complaint, information.  Email is another technology used by iL Bacino to communicate with their suppliers, customers, staffs, manage booking, cancellation of booking, complaint. Apps is another new technology used  by iL Bacino. They are using partner app Deliveroo to take online orders. Deliveroo is an app to take online order for your specific chosen restaurant (Deliveroo, 2019). Deliveroo is a restaurant partner app, it has thousands of restaurant partners around London. It is a worldwide company, in 2013 they starts their business in London. Deliveroo is all about technology, without technology they are nothing. Another new super useful technology used by iL Bacino is ordering machines. Basically it is an order taking computer. In this computer everything is memorized like hole menu, prices, customers’ orders, bill etc. this computer is linked with 3 different printers one in the kitchen, one in the pizza section, one in the bar section. Waiting staffs takes order from customers then they put that order in computer, once they finish immediately that computer send that order in different positions like bar sections gets only drinks order, in pizza section gets only pizza order, and in kitchen gets food order. 

·  HACCP: is one of mandatory quality standard used in UK. According to government rules every food business should follow HACCP food safety standards. It is mandatory not only for the employer also for the employees. iL Bacino is following all those food safety standards. Infect iL Bacino has 5* food and hygen rating that means they mantain food quality and cleanness. All the kitchen staffs have haccp certificate to be eligible to work in the kitchen. In the kitchen they maintain food leabeling, temparature of food, temperature of fridze etc. Nowadays customers tend to fllow every possible thing before they buy any product or service. having 5* rating in food and safety gives customers confidence to dine at iL Bacino. 

· STP: the owners of iL Bacino they did STP before opening their restaurant. According to (Tools, 2019) STP is so useful to targeting and identifying your valuable customers, and develop products and services. As I mentioned iL Bacino did STP before opening, their main target is white rich customers. That is the reason they are relaying only local customers. The area is full of white rich people. The main reason behind targeting a particular customers is black African don’t eat that much Italian food, even Asians don’t eat Italian food much. So it’s an easy process to understand who your customer is who you should target. As result they make iL Bacino a posh restaurant. It’s not like others are not welcome,  everyone can come to dine at iL Bacino. But the price is not affordable for everyone. 

· Special menu:  There is a big percentage of customers who demand changes rather than eating same thing every day. A part from the fixed menu iL Bacino has a daily special menu, prepared from fresh ingredients to catch customers attention. Customers are responding well to special menu, some customers come only to eat specials of the day. I think more than 30% of sales are from daily special menu. The daily menu is focused about traditional south Italian dishes considering the seasons weather. iL Bacino also has different menus for different occasions like, Christmas, Halloween, 31st night, valentine day etc. 
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Figure 1 (Parasuraman, 1985)
Servqual  the five dimensions of service quality model. Introduce by Valarie Zeithaml, A. Parasuraman and Leonard Berry for service quality. I going to use this servqual model to understand iL Bacino’s service quality and find gaps. 
· Reliable: iL Bacino is providing very good service as promised. I think in restaurant business reliability is a big issue. Majority restaurants don’t provide quality service and food as they promised to do, that’s the reason behind not been reliable to customers. To be reliable to customers management need to make sure that customers get best possible service, give them very good service from the very first time, reduce waiting time, and maintain error free service. iL Bacino is providing the food as they promised as well as service, however there some gaps where they need to focus on is waiting time often customers need to wait for long time for their food because of waiting staffs mistakes, and the other problem is error free service same here customers often gets wrong food because of waiting staffs faults. I think waiting staffs need to be more accurate with customer service in order to build reliable customers.
· Responsiveness: communication is very important in restaurant business. If customers need to wait to being served then staffs should communicate with customers to let them know when the service will be performed. Service has to be very friendly and dedicated.  At iL Bacino staffs are friendly and dedicated  but they are not good communicator they don’t communicate lot about the service customers are taking unless there is a problem. They should communicate with customers even there is no problem to give customers clear view of the service they are taking as well as  to make them feel your responsiveness to them. 
· Assurance: nowadays in restaurant business common problem is shortage of good staffs. Especially chefs are not that much experienced as they should be. That is worrying for restaurant owners, because a quality chef can build your business on other hand a bad chef can destroy your business. Same for floor staffs a bad manager can destroy your business. At iL Bacino majority of kitchen staffs are well experienced except one of the chef, this chef is only focused about quantity forgetting quality. Owners are well aware of this but not taking action. I think This is going to be a serious issue in the future. Another issue is the manager of the restaurant. He is so loud he speaks loudly in floor while customers are there, that is really frustrating for customers, another problem is he gets angry with staffs in front of customers. Except this he is very skilled in his job. 
· Empathy: is one of the most important part of restaurant business. With my personal experience I saw lots of floor staffs they are so formal with customers. They don’t talk at all not very friendly, literally they are like robots. But with my personal experience I think it is very important to be informal with customers in order to give them casualness. According to (Frampton/, 2015) *If wait staff are too haughty, too formal, or too pushy, then consumers can be put off* with a case study it has been found, if you are too formal to your customers sometimes customers gets bored and start to find issues, sometimes they convert a small error in a big issue. But if you are friendly and casual those small errors are normally forgiven by customers. But this is also true that not all the customers like informal behaviour, so it is staffs duty to understand either demand is formal approach or informal. At iL Bacino staffs are friendly and informal except some of them. Overall it’s an informal behaviour restaurant. 
· Tangibles: is another important part of restaurant business. Restaurant staffs should have enough tools in order to complete their job effectively. Owners should think something out of ordinary like, they should make some spaces for baby, waiting area, baby food, baby chair iL Bacino doesn’t have these things. This issue can affect in their business, as I mentioned earlier this is a residential area lots of family’s have children’s with them they don’t feel comfortable because there is no space for children’s. When parents are coming with their children’s they may not enjoying their meal properly because children’s annoying them. I think owners need to take this issue in consideration in order to give parents enough time to enjoy their meal. 
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iL Bacino is doing every possible way to engage their customers more by giving good quality product and services. However there are some issues that they solve in order to maximise restaurant value as well as customers value things like, parking space as I mentioned earlier that iL Bacino doesn’t have any parking space. I think that is massive disadvantage for the company. Owners should consider this issue seriously. Another problem owners should look to staff training, staffs are not well trained as well as staffs behaviour during service. Another important issue is customer rewarding/loyalty. iL Bacino doesn’t have any notable rewarding system for their loyal customers, I think they should think twice about it. Cozyness is another issue at iL Bacino, customer don’t have enough space in between tables, it’s like school room they need to change tables positions in order to give customers more comfort. Loud music is another issue at iL Bacino, I this a minor problem can be solve easily, they just need to careful about their music selection as well as volume of music. Customer feedback is another issue at iL Bacino, owners didn’t respond to customers reviews, when I think they should do. Because this how customer feel comfortable, feel their problem taken in consideration. They should respond also to prevent some bad customers fake/unrealistic review.  
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iL Bacino is a modern Italian restaurant, where their main focus is good quality product and service. The company is trying to make their own brand with their quality and massive portions, they are also trying to give customers something new with their daily special menu. They not the only one to do so but their strength is quality, the quality they are offering to customers that’s hard to found everywhere. Customers service at iL Bacino is excellent, staffs are doing their jobs very well however some staffs need proper training in order to represent company’s values, attitude, beliefs in appropriate way. With my critical analysis skill I have found some issues within this company. Some of them need immediate attention and some of them can be solve later on. With my best knowledge and understanding I think iL Bacino is in right track. All they need to do now is solve those issues found by my critical analysis. If they can do that I think iL has a very good future.
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