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INTRODUCTION:


This report presents a detailed analysis of the 25% decline in sales at the Olive Tree Bistro Restaurant, which was caused by both internal inefficiencies and external pressures. It evaluates two alternative solutions to address these challenges using the PMI (Plus, Minus, Interesting) tool. The report justifies the effectiveness of each solution through reasoned analysis and recommends the most viable option. In addition, it includes a basic risk assessment of the chosen solution, outlines an implementation plan, and discusses how its effectiveness will be measured and how it will be monitored to ensure that the plan is working or not, for future adjustments.
Problem solving: The process of finding solutions to problems (Cambridge,2025).
PMI analysis supports balanced thinking by assessing the pros, cons, and notable aspects of an idea (de Bono, 1992).
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Financial Stability at risk (25% drop in sales)
A sales decline indicates reduced product or service turnover, often linked to demand changes or business inefficiencies (Kotler and Keller, 2016).
The small family-run Mediterranean restaurant has experienced a 25% drop in sales over the past year, driven by multiple factors. External Factors: Rising costs from suppliers, especially Mediterranean ingredients like Olive oil, seafood, changes in customers' spending habits, opting for cheap and faster dining options, also competition from new restaurants nearby are challenging the bistro's profitability.
Internal Factors: Menu stagnation, no significant changes, leading to a perception of a lack of innovation. Slow service and challenges to maintain a high quality without raising prices. Sofia, the owner, needs to understand the causes of the decline and assess external factors to find a viable solution.
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To address these challenges, I propose implementing two key solutions: investing in staff training or integrating Technological Trends to provide significant benefits. A well-trained team will deliver faster service, friendlier interactions, and create a positive dining experience for customers. Improving skills and morale among staff will also strengthen the bistro’s reputation within the local community. At the same time, adopting technological solutions (digital platforms) enhances innovation and meets modern customers' expectations, boosts engagement, making them feel connected, and expands reach to a younger audience who share experiences online, bringing free publicity.
Digital platforms enable businesses to enhance customer engagement, streamline operations, and leverage data-driven insights for strategic decision-making (Gibson, 2024).
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Solution 1: Employee Trainee
	
PLUS

	
                MINUS
	
INTERESTING

	Increase productivity/ performance
	Lack of engagement
	Boost customers valuation

	Support workplace safety
	Lack of time
	Improve business performance

	Provide organizational structure
	Budget constraints
	Improve time management

	Reduce waist
	Loss of money
	Bring more money in

	Offer high-quality experiences to customers
	
	

	Staff morale, a happy work environment.
	
	



Basic analysis:  Investment in employee training at Olive Tree Bistro can directly address customer concerns, particularly regarding slow service, inconsistent food quality, and unprofessional conduct during peak hours. These issues frequently stem from inadequate staff preparation. Introducing structured programs that focus on customer service skills and time management will empower staff to operate confidently and consistently, even under pressure. This, in turn, will enhance customer satisfaction through faster, more reliable service. Furthermore, providing clear guidelines and opportunities for skill development will boost team morale, reduce staff turnover, and cultivate a cohesive work environment defined by shared standards and clearly outlined roles. Collectively, these improvements are expected to reduce customer complaints, support quicker service delivery, and ultimately contribute to increased sales.
According to Gibson (2024), Digital platforms enable businesses to enhance customer engagement, streamline operations, and leverage data-driven insights for strategic decision-making.
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PLUS

	
MINUS
	
INTERESTING

	Enhance marketing 
	High initial cost
	update

	Attract new demographics
	Technology issues
	Boost sales

	Better diner engagement
	Staff training required
	Interact with customers

	Better insights Shape decisions
	
	Long-term Innovation

	Operational Efficiency
	
	



Basic analysis: Investing in technological solutions has the potential to reverse Olive Tree Bistro’s 25% decline in sales by enhancing both the guest experience and internal operations. Modern customers increasingly expect the convenience of online ordering, digital payments, and efficient service. By implementing a digital Point-of-Sale (POS) system, kitchen display screens, app-based ordering, and online reservation platforms, the bistro can achieve faster service and shorter wait times, thereby improving customer satisfaction and retention. These technologies also enable more effective tracking of sales and customer preferences, allowing for data-driven decision-making and personalized engagement. In addition, streamlining front- and back-of-house workflows through tech adoption enhances operational efficiency, positions the restaurant competitively, and supports sustainable revenue growth.
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 Investing in technological trends seems to bring a greater risk for the Bistro company. Firstly, it requires a high initial investment to purchase and implement systems:  Digital ordering platforms and delivery, as the Bistro, a small business, already faces declining sales, this financial commitment can be particularly challenging and expensive, especially since the return on investment may not be immediate. Additionally, staff may face challenges adapting to the new systems, necessitating further investment in training. This adaptation process can take time and may initially slow down operations, reduce profits, and even result in a temporary decline in sales as employees struggle to navigate the unfamiliar technology, further impacting customer satisfaction and business performance.
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Chosen Solution: Employee Training
	    
    Actions Steps 
	
                  Description
	 
  Time frame
	  
 Staff responsible

	1. Assess training needs.
	Identify the key areas to improve (ex., Customer communication, teamwork). 

Speak with managers to set expectations and introduce the training needs based on staff queries.
	1 week


	 Support manager(Sofia)

	2. Choose a training method
	Speak with the manager to identify the best method, online courses, internal workshops…

Decide on internal or external.

	2 weeks
	Support manager
(Sofia)

	3. Create the training schedule
	Fit sessions around work shifts to avoid dysfunction.

	4 days.
	Manager (Sofia) and team leads

	4. Deliver the training
	Put the training plan into action, with hands-on practice while working.
	4 weeks.
	Team leader

	5. Monitor how the plan is progressing.
	Observe staff performance during service and gather customer feedback, too.
	2 weeks.
	Team leader and manager
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MONITORING AND EVALUATION


According to OECD (2002), Monitoring refers to the systematic and continuous process of collecting, analysing, and using information to track progress toward set objectives and inform decision-making.

To effectively measure and monitor the outcomes of the Staff training programme at Olive Bistro will be evaluated using several key performance indicators. The training programme will be implemented over three months, beginning with the development of tailored training modules and scheduling sessions to ensure full staff participation. Knowledge retention will be measured through daily quizzes, with the target of the least 80 % of trainees achieving a minimum score of 75%. Teamwork and service quality will be monitored through peer reviews, aiming for staff to achieve an average rating of 4 out of 5 within two months. Customer satisfaction will be tracked through feedback forms, with the goal of 90% of responses reflecting a positive service experience. In addition, service efficiency will be assessed by observing a 30% reduction in service-related errors, such as incorrect orders or delays, within three months. Finally, staff confidence and engagement will be measured through surveys, with the expectation that at least 80% of employees report feeling more confident in handling customer interactions after the training. These indicators will provide measurable benchmarks to determine whether the programme is meeting its objectives and highlight areas for further improvement. 
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CONCLUSION

This report has examined two strategies to address declining sales and frequent customer complaints at the Bistro restaurant. The best recommended solution over the two is to enhance the customer experience by providing targeted employee training, enabling staff to deliver higher-quality service and foster customer satisfaction. Investing in staff development is the most effective approach to reversing negative trends and attracting new clientele.
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