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                                POOR SERVICE QUALITY 
1. Introduction
         As a hospitality worker for many years, I have been working with many different people, in a lot of different places. Therefore, I have been in different situation. In this report I will focus on a problem I had in my last working place. The position I was last employed was floor supervisor in a private members club. The place had 4 floors each with different purpose such as restaurant, brasserie, night club and office space. The customers in that place were mostly famous people and ones with high expectations for the experience they would have when they are in the club. My job was to make sure that the service is smooth through the whole duration of my shift also helping the staff to provide great customer experience. As soon as I started, I have noticed that the customers are waiting too long to get there orders even though the orders were simple such as coffee, water, etc. Another thing was that very often customers were returning their food and drinks and we were receiving a lot of complaints in a daily basis. There was issue with the timing between food courses and drinks. My first task was to organize a meeting with the floor staff and management in which we can define the problem and to identify its scope and impact. The outcome of the meeting was that overall, the problem is poor customer service and has huge impact on the whole organization. In this meeting we had to answer on two questions: “Who owns the problem?” and “Who solves the problem”. In further meeting we concluded that the whole organization owns the problem and the whole team will be part of the solving of the problem. In the following report I will show how we approached the problem and the whole process of decision making, identifying possible solutions and their successful implementation. 
2. Research 
        To understand the problem better I have started to do some research about poor customer service in hospitality. According to Ward,2017 there are some kay factors that we need to observe and steps to follow to achieve “superior customer service”. These are things such as being poor trained and not well-equipped, being unable to listen to your staff and clients. In conclusion the recipe for successful business and having great reviews and happy clients is that we need to be able to provide personalized service by extra mile. The whole team had to understand that our successes depend on building customer loyalty and make our gests feel appreciated (Ward, D. 2017). 
      Article by Tai et al. (2021) emphasized on the fact that the use of modern technology will be the kay factor for every company to be competitive due to the clients` growing need for satisfaction and easy use. (Tai et al. 2021, pp. 667-694). As suggested by De Kervenoael et al. (2020) technology can be used by a person to smoothen their service. In fact, technology might be helpful to save employees time and prevent them of leaving the floor for longer than usual. In result the floor staff will have time to attend clients needs and focus on gests experience. Therefore, it will be possible for the floor staff to achieve more personal conversations, which will result in increased customer interest also will allow the employees to provide service that suits to the client’s needs and expectations (De Kervenoael et al. 2014). 
3. Analysis / Brainstorming / Fishbone Diagram / SWOT and PESTLE Analysis 
      After I have learned in class about brainstorm session, fishbone diagram and PESTLE, I felt that these are the right tools to use to find out the reasons that cost the problem also to evaluate the current situations. In order to start dissolving the complex problem we arranged another meeting in which we had brainstorm session, as a result of it we had a lot of feedback from the floor staff, and we came up with some very interesting reasons of problem to occur. We needed more detailed look on the causes that cost the complex problem, to achieve that I have made a fishbone diagram. 
· Fishbone Diagram
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     The findings we made with the help of Ishikawa diagram showed us the kay factors we need to focus on. These are people, equipment, procedure. 



· SWOT ANALYSIS 
    However, we need to make sure that we are going in right direction, so we made SWOT Analysis on the idea of introducing modern technology. The SWOT analysis will help us to identify the internal strengths and weaknesses, also external opportunities, and threats.
STRENGHTS 
- 90% of the staff are using modern technology 
- 90% of the staff are young, therefore the transitioning period should be short 
- employees are quick learners and adopting new rules quick 
- The company has financial resources 
- The organization has good relations with lead IT companies 
WEAKNESSES 
- Server overwhelming due to the use of tablets 
- Staff not adopting the habit using tablets
- Unable to fix the internet problem (the building is too old)
- Need of rearranging of the floor 
OPPORTUNITIES 
- Going extra mile using modern technology 
- Stepping into the future 
- Big time efficiency gain from using modern technology 
- Expanding partnerships 
- People are using more often modern technology in daily bases 
- Potential funding and sponsorship from Tech Companies 
THREATS 
- Possible financial risk due to COVID 19 Pandemic 
- Additional cost for IT maintenance 
- Damaging the vision of the staff in fact their eyes 
- Bad internet connection 
· PESTLE Analysis
    In addition of SWOT Analysis, I made PESTLE Analysis, which will help us to gain more detailed picture on the decision to introduce the tablets. PESTLE allowed us to have a look into the factors that might have impact on the implementation of the plan.
POLITICAL
   The political situation has major impact on the hospitality industry. The government also controls the taxes. In the current situation we might consider the political factors for a little troubling. Factors such as:
· Further lockdown
· Travel ban 
· Increasing of taxes
All of these factors directly affect the financial part of our plan. In further research we found out that there is a minimal possibility for any of this to happen so that was “the green light” that encourage us.
ECONOMIC
    The current economic situation is not very stable due to the COVID 19 crisis. We can see inflation and growing prizes of gas and electricity. However, I do not think that these factors are directly affecting our plan for introducing modern technology in our organization. In addition, we had a meeting with the financial department, and we had permission for purchasing.

SOCIAL
    In this section we had to consider that customer preferences and expectations are changing quickly. Fast Food culture had increasingly grown in many countries and created opportunities for quick service. Another social factor that has impact in the hospitality sector is that many people have negative impression for the idea to work in this sector, which lead to lack of skilled employees (Rahman, 2021)                                  
    After the last lockdown and Brexit, we can see huge staff shortages in many hospitality venues. This is factor which is already involved in the complex problem we are trying to dissolve. Due to the lack of staff many of the restaurants and hotels are not able to operate properly. In our situation the social factor forced us to make compromises with the quality of our service. 
TECHNOLOGY 
     Technology has great impact on the evolution of the hospitality industry. Customers now are able to order their grocery online, to see a doctor online and many other things. The fact that the modern technology is taking major place of the daily routine in almost everyone, encourage us to take a further step in execution of our plan. 
ENVIRONMENT 
      We consider us for big hospitality venue as we got 4 floors, each with different purposes. Therefore, we have huge need of water, electricity, gas, etc. We also generate big amount of waste such as food, paper and many more. All of these things are making us put extra pressure on the environment. However, I believe we are not going to need much more electricity than usual, so it is unlikely of the government to put extra pressure on us.
LEGAL
     UK is one of the countries with toughest food safety laws in the world. After COVID 19 pandemic many of the food safety regulation has changed, which adding more pressure on restaurants and hotels. There are new health and safety regulations which require us to cover new trainings. In order to start using tablets, the floor staff will be required to attend training. In conclusion the legal factor is likely to put pressure.  
4. SOLUTION
   The results of the SWOT and PESTLE Analysis were clear to us, and we decided to focus on the technology part in order to improve our service quality. We decided to introduce mini tablets which will be used of the waiters right on the table with the customer. In fact, the waiter will be ordering the customers` order straight to the kitchen and the bar, this way we will reduce the need of the waiter to right down the order and after going and post it in the main system. Another advantage of using these tablets live with the client is that we reduce the possibility of mistakes and misunderstanding. There are some possible treats such as the possibility of the staff not adopting the habit to use the tablets. However, in further meeting with stakeholders we had very encouraging conversation in all levels, which made us believe that this the right step to be taken and everyone will give their best in order to improve our customer service and achieve excellent gests experience. 
5. IMPLEMENTATION PLAN
      Goals and Objectives
   The main aim of the project is time efficiency and improving quality of service. Using these tablets, the floor staff will have time to pay more attention to the personal needs of our customers. Another advantage is that once the waiter posts the customers` order, they do not need to go the main till, bar, or kitchen. This will give the floor staff and floor managers extra time to organize their service and be more aware of the situation of the floor. 
     Timing and Milestones
   In our vision, we are going to be fully equipped in two weeks. The first week we will deal with rearranging and preparing the premises. In second week, we are going to organize couple of trainings for all management. Once the premises and the management team are ready, we will start train the floor staff of using tablets. If everything goes well, in 3 weeks we can start using the new system. 


     Resources
   After long examination of all factors in the current situation, we are sure that we have enough time to implement the changes. The company has enough employees so we can afford to start training the staff part-by-part. We have partnership with well-known tech company, so the tablets are coming almost free. In return we are required to use particular server for operating our service. 
    Responsibilities 
  There are two senior managers who will be fully in charge of all issues to occur while using the tablets. Floor managers are going to take a place in reinforcing the floor staff to use only tablets (no paper and pen). The floor staff will be required for daily maintenance such as charging and updating software. 
    Success (metrics and evaluation) 
   After the first week of using the new system, we will establish two meetings. The first one will be with members of the staff in all levels, and we are going to collect all the feedback we receive. The second meeting will be with some the key customers, and we will ask for opinion about their recent experience. 
   After one month of using the new system, I am planning to review all documents related to our revenue and profit for the last month. The data that we will collect through the meetings and data from the financial department will determine whether our solution is successful or not. 
    However, I truly believe that now is the right time for stepping into the future of hospitality and achieving superior customer service. 
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