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[bookmark: _Toc530078830]Introduction
The report is aimed at identifying any business problem and solving that using various tools and techniques. The businesses face thousands of problems. So, the concerned parties need to take proper steps to solve those problems timely. Otherwise, company may face huge loss, or may need to shut down permanently. 
The report is started with the overall scenario and the various symptoms of bad performance of a restaurant. Then a specific problem is identified from the overall symptoms. 
Then the industry of restaurant is described in depth using tools –PESTEL and Porter’s 5 forces analysis. Also, the company situation is analyzed. For that purpose, the internal resources audit has been done. Then SWOT analysis is also accomplished to get a clear picture of company. 
Then, alternatives to solve the core problem is set. Next, the alternatives are evaluated drastically from various criterion. After that, the perfect alternative or option is chosen to solve or hit the main problem. (Multiunit restaurant management, 1998)
After that, the action plan is delineate in described way. Through which, the restaurant owner can solve the current problem properly. Then Gantt chart to show the projected task with projected time frame, monitoring process to face several challenges, key performance indictor to evaluate etc. are set up. Also, the risk factors are shown how to mitigate them. 







[bookmark: _Toc530078831]Case scenario and problem derivation:
Mr. Shahin is a restaurant owner named “Lime House Indian Takeaway ”.  He has this restaurant in the London. The restaurant is situated close to residential area. But there are 2 schools and several government offices within some streets. He has been living in London near to his restaurant and has been running this restaurant for more than 6 years. He has been doing profit continuous from this restaurant. (Restaurants.com, 2018)
But recently, he is watching the declining mode of his business profit. He is literally concern for this. Though the number of people in London is increasing. Along with that, the fast food lovers are also getting increased. How his profit margin is getting lower- has become a concerning factor for him. 
He has analyzed the process. He begins with analyzing the current ordering and delivering system. He sees that people coming to this restaurant sit at the chairs and then, have to spend several minutes to order the product or food he/she wants to eat. Because the waiters are busy with other tables. This system makes them annoyed as well as dissatisfied with the system.
Moreover, after ordering for food, they have to wait more than 10 minutes on average to get food at their tables. It creates more anger to them.
Mr. Shahin has noticed another thing. He saw that the variance of number of customers coming to restaurant from time to time. The morning and the evening is the peak time when numerous people visit at restaurant. The customer variability based on taste preference is also noticeable.
At morning, the office goers come to take office quickly. Whereas, at lunch time, some people come to take heavy meal or heavy type food to set off their lunch. At afternoon, children, youths come to take juice, burgers etc. to take a seat, have a gossip with friends or families and to spend some time. But the restaurant interior is not attractive to sit for too much time. 
Another thing Mr. Shahin watches that many customers want to take food at home and want ready-made delivery to them. They also sometime fail to get food within a lowest possible time. 

Mr. Shahin wants to increase his profit margin within next 6 months. So, he needs to put out a successful planning to increase this margin.
[bookmark: _Toc530078832]Symptoms:
a. Reducing profit margin recent consecutive months
b. Being failure to serve food less possible time
c. Can’t match with the time wise demand of customers – morning, evening etc. 
d. Lack of quicker ready-to-take food to home.

[bookmark: _Toc530078833]Core problem 
Inefficacy in overall ordering to food delivery system at the restaurant without any monitoring method. 

[bookmark: _Toc530078834]Industry analysis
Before analyzing the situation and reaching to recommendation, at first, the restaurant industry needs to be analyzed properly along with the economy. So, we have used 2 types of tools to analyze the industry: PESTEL and Porter’s 5 forces. (Multiunit restaurant management, 1998)
(1) [bookmark: _Toc530078835]PESTEL Analysis: The macro economic analysis will be done at this sections. 
a) Politics: The political condition fluctuates time to time. The overall political stability is not satisfactory. Several gun shooting incidents occurred recently which caused the death of several people. Proper actions and arresting the criminals are praiseworthy actions taken by law enforcing agencies. Still the protests from the black community, Muslim community etc. are going on against oppressive decisions of government. 
b) Economics: The economic growth gets slower now a days in USA. The overall economy gets slow down due to several failure in the wars outside and also some peculiar steps of government against the growth. The rate of unemployment is also increased a bit. The scope for new job becomes more congested. The loan distribution rate has decreased. (Restaurants.com, 2018)
Overall, economy is now at moderate stage. 
c) Social: The social condition is now at moderate stage. Though the social uniformity is seen, the Muslims are facing racism, the blacks are getting deprived and getting dehumanized in various places. The social condition outside these issues are pretty ok. People celebrate occasions like: Merry Christmas, 31st night etc. with lots of enthusiasm and certainty. Bonding among people are better than ever.
d) Technological: The technological movement is going on. Despite all robotic and computerized works, the works are going on very well in the factories. People are focusing on newer tech items. Apple, Google are making allure to people with newer features in their products as well as innovating and launching new products in the market. The companies situated in USA are the pioneers of technology in the whole world. (Multiunit restaurant management, 1998) So, the success of tech industry is mostly focused on USA. And USA is doing it properly with its reputation holding. 
e) Environmental: The industries are making environment polluted every year. USA is one of the most responsible for overall global pollution. (Restaurants.com, 2018) Moreover, they have come out from global environment law. So, it’s totally disrespectful to global warming issue. Though several laws are passed, still the pollution is going on in full swing. (Restaurants.com, 2018)
f) Legal: Recently, the various actions taken by the government for the immigrants make their life with lots of problems. The various law and regulations are just creating social problems more and more. Muslims are facing problems. The rules for immigrants are restricting to enter into USA and the current are not going to get nationality even after completing all criteria to be USA national. (Walker, J, 2013)


(2) [bookmark: _Toc530078836]Porter’s 5 forces analysis: The competitive analysis will be ensured through this analysis. 
a) Rivalry: The number of competitors in the restaurant in UK totaled is a huge in number. (Specials.restaurant.com, 2018) The industry growth is overall satisfactory. The rate of growth is 1.7%. The quality differences various brand shops differ, but not that much. The main differences come from market positioning. Some companies form themselves as a burger based restaurant brand. Some form as pizza based. Some donuts. Some coffee selling. Some doesn’t position any particular aspect.

b) Threat off substitute: There are very much strong scope of substitutions in restaurant business. Because the food taste or preference differs time to time among people. It varies place to place, time to time, and even person to person. New product can easily replace the restaurant industry and grab the food lovers mind.
c) Entry barrier: The entry barer for food industry or restaurants in USA is not that much. Anyone who wants to open any restaurants can enter by registering to City Corporation. From there, he or she needs to take trade license. Then, with proper electricity, and other authoritative permission, the business can be run. The cost to enter into this business is moderate, because food industry needs initial capital of 300 to 1000 USD. There is low need to establish supply chain method. Because the restaurant owners directly sell to customers. Though raw material to prepare food is a crucial thing. Regular supply from suppliers is the most important thing. (12 Ways To Offset Restaurant Failure, 1965)
d) Bargaining power of buyers: As there are lots of restaurants, the bargaining power is relatively high. They can easily switch their preference. The number of buyers is also notably high. They are obviously price sensitive as well as quality sensitive. The switching cost to go other companies is lower for buyers. (W., G., 1995) The information is available to them relating to the restaurants, food items, behaviors, food quality etc. (National Restaurant Association, 2018)
e) Bargaining power of suppliers: The buyers are also huge in number. So, they have strong bargaining power. They have less switching costs. The suppliers can easily join forward integration. Each supplier supply doesn’t have that much different in quality. 

[bookmark: _Toc530078837]Company analysis:
(1) [bookmark: _Toc530078838]Internal resources audit:
i. Physical asset: The restaurant has physical assets to prepare food and to serve customers. For example: They have cooking materials to cook food every day. They do have tables, chairs for customers to sit down and take food. 
ii. Financial asset: LIME HOUSE INDIAN TAKEAWAY  doesn’t have that type of financial asset. On the contrary, he takes loan from a nearby bank.
iii. Human resource: The human resource is the strong part of a restaurant. He recruits employees with drastic procedures and proper evaluation. So that, perfectly communication skilled and manageable people get the task of managing restaurant. He has 4 cookers to cook foods, 6 waiters to serve food and 2 person to manage and coordinate. (Restaurants.com, 2018) One of managing people has vast knowledge in computer and tech.
iv. Reputation: As his restaurant is a good place where all sorts of people come, the fame has established through good services and proper place choosing as well as good foods. 
(2) SWOT analysis  (12 Ways To Offset Restaurant Failure, 1965)
a. Strength: The strength of this restaurant are:
i. The proper quality maintenance of food, which attracts people to come and enjoy. 
ii. The strong human resources are the key part. They are kindly in behavior, and speedy in work. 
iii. The place of the restaurant is another strong factor. Their restaurant is on the key point of city, where residents, offices and schools are close to. So, people can easily eat on here due to closeness of this restaurant.
iv. The pricing for the food is moderate so that anyone can have the purchasing ability from Lime House Indian Takeaway . (Specials.restaurant.com, 2018)
b. Weakness:
i. High time taking to serve food to customers. As customers in number is huge, it sometimes impossible to respond at instant.
ii. Inability to provide quickly food for the people who want to take food at home 
iii. No car parking facility creates less scope who use car and want to have food while driving
iv. Poor ordering system creates inefficacy in operation. 
c. Opportunity: The opportunities are:
i. Proper managing and identifying customer need can increase the scope of growth
ii. The increasing demand for fast food and increasing number of people are key opportunity (Multiunit restaurant management, 1998)
iii. Expanding scope in other areas or street in USA
d. Threats:
i. The restaurant business has become very much competitive. It will create more competition in near future. Because anyone having moderate capital can start this business. 
ii. Government may impose new rules and restrictions for restaurant business. This will obviously badly hamper his business. (Specials.restaurant.com, 2018)


[bookmark: _Toc530078839]Developing alternative solutions: 
To solve the problem Mr. Shahin is facing, there are 3 basic ways.
Alternative 1: Recruiting additional employees to serve better way and to create: Mr. Shahin can recruit new employees to meet up the demand of customers. Customers have to wait for ordering as well as food arriving. (National Restaurant Association, 2018) These additional waiters and cookers will help to instant order getting and accomplishing. Moreover, the additional employees will be taken based on proper method so that only perfect, dedicated and passionate as well as experienced employees get chance.  
Alternative 2: Proper utilization and train-up of employees: Employees can train up to make more efficient and have more efficacy at workplace. (W., G., 1995) Customers may not get food timely. But at such situations, how waiters can manage and entertain them properly will be taught. 
Alternative 3: Electronic order taking system with proper timing of Customers’ arrival analysis: The real time analysis will be done based on customers order type from time to time (morning, afternoon, night etc.). This will help restaurant to understand the trend of food ordering based on timing. Such as: at morning, the small foods, cookies, bread etc. will be readied to serve quickly. At noon, the heavy meal will be readied. (Restaurants.com, 2018) At holiday afternoon, there will be arrangement of background smooth song to pass people sometimes and refresh themselves with family and friends. Also, the ordering taking system will be focused on electronic order system to make speedier. The tech focused person will be used to taking the order.


[bookmark: _Toc530078840]Evaluations of alternatives set:
Evaluation of alternative 1: Adding new employee
	Pros
	Cons

	1. Additional employees will serve additional people which may solve the current problem (RN, 2018)
2. Additional people can be served
	1. Recruiting will add additional costs to pay salaries.
2. The additional employee controlling will be another problem
3. Quick order giving may not establish
4. The existing customer arrival difference will remain
5. New employee recruitment is another burden. Noticing, viva, etc. will create more complex.




Evaluation of alternative 2: Training and making efficient
	Pros
	Cons

	1. Efficiency will be increased
2. Helps to make people waiting with satisfaction (National Restaurant Association, 2018)
3. Cost will be lower than new recruitment
	1. Proper  guidance and scope to develop is the hardest thing
2. While doing train up, employees will not be able to work. So, shop will have to shut down that time. (W., G., 1995)





Evaluation of alternative 3: New order system and time specification for customer arrival 
	Pros
	Cons

	1. Manual ordering system will be removed. So too much efficiency will be established
2. No additional need of recruitment
3. Reducing time to make order by customers. It will increase customer satisfaction.  (Colby, J., n.d.)
4. Time specification helps to utilize proper planning of food preparing when the customers purchase which food. This will help to serve food more quickly
5. There will be a display board which will show update of orders given by customers and when the food will be totally ready to serve. 
	1. Cost to purchase ordering machine
2. Slow adaptability of new things both by employees and customers
3. Technical people will be needed more.



[bookmark: _Toc530078841]Alternative selection and recommendation:

By analyzing the 3 options, I can see the 3rd option is the best for Mr. Shahin restaurant. The reasons are-
(a) It will add more value than other options
(b) It will create more efficiency than other options
(c) It will create more satisfaction among customers
(d) It will create a real time response platform
[bookmark: _Toc530078842]

Action plan:
The overall actions will be based on 4 steps. They are:
Train – Establish – Attach – Amplify (TEAA)
This is TEEA approach to solve the problem. The steps are in details on below:
(a) Train: At first, the employees need to be trained up to equip with and adjust with the changing conditions. As the employees are not that much experienced with newer technology and their usage, it is urge to know the usage and their basic information. Otherwise, they will create hazardous conditions. 
Moreover, employees need to be trained up with necessary information of company, behavior etc. Mr. Shahin needs to focus on employee recruitment process also. As currently, he recruits random basis notice. And then he goes for an interview and then choose the person he thinks to be selected. But this process is not the perfect one. He needs to choice very cautiously. 
At first, he needs to post circular on the places where he thinks the perfect candidates can see the notice. (National Restaurant Association, 2018) Then, after getting all applications the most experienced will have to give preference. Then after the viva or interview, perfect ones need to be chosen.
After the recruitment, the employee needs to be trained up with basic necessary skills, basic behavioral traits, tech knowledge etc. 
(b) Establish: After that, the whole system needs to be established. At first, the ordering machineries need to be bought. The machine and total establishment needs to be conducted properly. After that, the main person or main order taker needs to know the process. For that reason, he or she has to be trained up. The automatic process needs to be run smoothly. For proper running, additional employee is needed to be recruited. 
The inner beauty needs to be increased. The inner seating arrangement must be improved. The sitting method must be developing by increasing sit quality as well as more decoration in the inner side. He can focus on the culture the customers want to prefer. For doing this, he can run survey. He should try to know which sorts of customers come mostly and which sorts of decoration or tradition they prefer to see in the inner side. Based on that, the decoration needs to be completed. 
Moreover, a card system needs to be begun. The customers coming to restaurant will get card after submitting 30 bills of consecutive 4 months. This card user will be able to get discount from restaurant for purchasing foods. The card user will be able to purchase food and even order with no delivery charge. And also at the beginning day of the year, they will be treated with sweets and other items and also will offer other benefits to make the relation into higher level. It will help to create a long run relationship.
(c) Attach: After that, the final attachment and work procedures need to be focused on. At this stage, more promotional activities need to be run. Because THIS TAKE-AWAY shop is good for service. For doing that, he needs to take several steps to promote Lime House Indian Takeaway . Such as:
i. Promotion using innovative posters: Mr. Shahin can promote by using innovative posters. The poster will focus on good quality of food, good interior of restaurant, scope of ready to take home food and electronic ordering system. 
ii. Electronic billboard promotion: The billboards are most attractive way of promotion in USA. So, this tool can be used by him. For that purpose, he needs to focus on the crowded places to advertise. (Specials.restaurant.com, 2018)
iii. Leaflet: The leaflet can be distributed to the hands of people in the specific places.
iv. Using mike: He can promote by using mikes and other things to let people know about their product. (Multiunit restaurant management, 1998)
v. Online page: He can open a Facebook page in the name of restaurant. With that page, he can promote the food he serves, the interior quality and good review of people. He can make contest to write good review. The best review writers will get $ 500 food gift or will be able to eat within $ 500 as much as he or she wants.
Also, company needs to analyze the customer arrival attitude. So, to do that, he needs to analyze the situations and count the number of customer arrival at each period of time. Such as:
During morning, numerous people come. So, the order method, age and food preference need to be analyzed. It can be seen that the most of customers are office goers. They need one cup tea or coffee and some simple items to eat. (Colby, J., n.d.) They sometimes prefer to take food at home. So, by analyzing these, the restaurant needs to cook foods which are ready to eat food and kettles need to stay at woven or steam always. (National Restaurant Association, 2018)
(d) Amplify: At last stage, all the initiatives need to be amplified. The proper direction needs to be established. The supply chain needs to be organized. The best suppliers need to be focused to get raw materials. The sustainable and other actions will be run and the perception of people will have to analyze quickly to cope with the changing market. 






[bookmark: _Toc530078843]GANTT CHART:
The overall planning is on the below based on next 6 months. (December 2018 to May 2019)
	Actions
	December
	January 
	February
	March 
	April
	May

	Machine purchasing
	
	
	
	
	
	

	Training
	
	
	
	
	
	

	Advertisement
	
	
	
	
	
	

	People perception analysis
	
	
	
	
	
	

	Amplification
	
	
	
	
	
	

	Customer card
	
	
	
	
	
	






[bookmark: _Toc530078844]Monitoring and evaluation:
 It’s one of the important phase. After implementing strategies, this needs to be taken. Several monitoring method needs to be implemented by Mr. Shahin. Such as:
a) Mr. Shahin needs to recruit additional employee who will checkout ordering issue properly as it’s a tech related matter. The both employees will be able to handle. (Colby, J., n.d.)
b)  Mr. Shahin needs to count the number of orders implementing on daily basis.
c) Mr. Shahin needs to count the cash box on daily basis so that any sort of fraud can be traced.
d) Mr. Shahin needs to check the customer interaction method. How the employees behave with them needs to be checked. 
e) Mr. Shahin needs to keep track of staff coming and going timing. It indicates their dedication to job.




[bookmark: _Toc530078845]Key performance Indicators:
It’s another important task. Mr. Shahin needs to set a key performance indicator before going or implementing the plan. For that he can do following things:
a) Mr. Shahin will achieve 20% growth in revenues.
b) Mr. Shahin will achieve 10% growth in net profit margin.
c) Mr. Shahin will achieve 30% less turnover of employees.
d) Mr. Shahin will get more than 1000 orders for take away to home orders.
e) Mr. Shahin will achieve 20% growth


[bookmark: _Toc530078846]Risk factors and mitigation:

	Risk factors
	Mitigation

	· Adaptation will be hard for new technology (Colby, J., n.d.)
	· Additional training and experienced and tech knowledge based employees will recruited.

	· Employees will not able to handle more customers
	· Additional employees will be recruited

	· High cost to implement
(12 Ways To Offset Restaurant Failure, 1965)

	· Additional loan can be taken

	· Cultural differences may be arise
	· Scope of adding new training and teaching to adjust with












[bookmark: _Toc530078847]Conclusion:
The businesses face thousands of problems. Just like that, Mr. Shahin does facing problems of less profit margin. The backward reason is not a single issue, rather several issues are interrelated. (12 Ways to Offset Restaurant Failure, 1965)
For solving that problem/s, Mr. Shahin has to follow several process. He needs to know the situation and then analyze the industry. After that, he will have to go for solution after knowing problem specifically. The problems will have to solve with a strategic manner. The core problem was reduced using TEAA method. At first, the training and proper education will be given. Then, necessary platform to solve the problem and adapt with changing situation will be taught. Then, through advertising and good services, attachment will be established. After that, the actions need to be amplified.
By using this technique, LIME HOUSE INDIAN TAKEAWAY  can improve the condition and raise his profit margin. 
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