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[bookmark: _Toc1750251489]1. Introduction
In this assignment, I will look at a problem in my cleaning business and find the best way to improve it. The problem is I am not getting enough repeat bookings. I want more customers to come back and book another clean because this will help my business grow and to make more money. I will look at varied reasons why customers may not be coming back. I will use a mind map. Fishbone diagram and the five whys to help me find the main reason for the problem. I will then look at diverse ways that I can fix it, such as sending customers reminders an offering a loyalty scheme. I will compare my ideas to see which one is best for my business. I will then look at how much it will cost and what the benefits could be. Finally, I will plan for how I will put my idea into place and check if it is working.
· Actual: fewer repeat bookings than was expected
· Desired: more repeat bookings
· Scope: customer loyalty and business growth
· Restrictions: budget, staff, and time

[bookmark: _Toc1365099052]2. Define the problem
Keris squeaky cleans is finding it harder to keep the same high cleaning standards, as the business gets busier. This can lead to unhappy customers, complaints, and fewer repeat bookings. The problem affects customers, staff, and the success of the business. It can be caused by staff training, communication, workload, and lack of time, so there is no single solution.my investigation will focus on customers, staff, and the booking process. I will not look at other areas, such as changing prices or adding new services. I as the owner of the company is responsible for improving the standards while working with a limited budget, a small team, and the need to complete my jobs on time. My aim is to improve cleaning standards, customer satisfaction, and repeat bookings. 


[bookmark: _Toc166251659]3.  Analyse the problem
I investigated the problem to find out why my cleaning business is getting fewer repeat bookings. The main problem I found was that I was not reminding customers to book again, so reminding them could help them book again and give me more repeat customers. I used different tools to help me understand what could be causing this. Brainstorming helped me think of reasons, and my mind map helped me put ideas together. I then went on to use fishbone diagram to look at the different causes and the five whys to find the main reason behind the problem. Whilst doing this I found out that things like poor communication, cleaning standards, staff training, and not reminding customers to book again is affecting repeat bookings. I also looked at the customer feedback, complaints, and information. this has helped me see what needs to change and what I can do to encourage more customers to book again.
I used brainstorming to find several reasons why customers might not book again. The mind map helped me put my ideas into groups. The fishbone diagram helped me find causes such as staff training, communication, and cleaning standards. The 5 whys helped me find the main reason, which was not reminding customers to book again. One limitation is that some of the information was based on my own experience and customer feedback, so it may not represent every customer.

[bookmark: _Toc1770206721]3.1 brainstorming
I have created this table below to help me look at the problem in my business.
	Probable causes
	Evidence to collect
	Workable solutions

	Staff are not following the same cleaning procedures.
	Customer feedback and complaints.
	Create a cleaning checklist for every job.

	Some staff need more training. 
	Quality inspection results.
	Provide regular staff training and refresher sessions.

	Workloads are too heavy, causing staff to rush jobs.
	Time taken to complete each job.
	Allow more time for bigger cleaning jobs.

	Poor communication between staff and the manager.
	Staff feedback and meeting notes.
	Hold regular team meetings and improve communication.

	There are no regular quality checks.
	Records of completed jobs and repeat visits.
	Carry out routine quality inspections after jobs.

	Limit staff and budget make it difficult to maintain standards.
	Staff rotas, costs, and workload records.
	Plan staff schedules better and use resources more efficiently.



I made the table above to help me understand the problems in my business. The table explains the probable causes, what evidence I need to collect and what solutions that could help. This makes it easier for me to decide what changes are needed to improve my cleaning business.
From this I decided to do a mind map to help me think of different ideas about the problem and organise them clearly
 
[bookmark: _Toc127144359]3.2 mind mapping
Here is my mind map below.
The mind map below shows the possible main causes of inconsistent cleaning standards, and high lights the areas that need attention.
[image: ]
I created this mind map above to break the problem into different areas and to understand what might be causing the inconsistency at my business. I put the main problem in the middle and then added the different things that could be causing it, like staff, communication, cleaning procedures, recourses, the work environment, and customer feedback. Bing (2006) explains that mind maps can help break down a problem into different areas and identify potential causes. This helped me see what the main problems are and what needs to be improved before I decide on the best solution going forward. From my mind map, there is more than one reason for the problem. The primary areas that stood out were staff training, communication and not having regular checks. These problems could affect the quality of the cleaning, and a reason customer do not book again. This helped me to decide which areas I needed to look at more closely.
I decided to use a fishbone diagram to look deeper into the problem and find the possible reasons that I have fewer bookings. It helped me see what areas of my business may need improving.

[bookmark: _Toc408728431]3.3 fishbone/ Ishikawa analysis
Next, I chose to use a fishbone diagram to look more closely at the varied reasons why my business is getting fewer repeat bookings.

	people
	process
	communication

	Staff not fully trained
	No follow up after cleaning
	Slow replies to customers

	Inconsistent cleaning
	No reminder system
	Not enough advertising

	Rushing jobs
	No quality checks
	Customers not asked for feedback



	resources
	environment
	information

	Not enough cleaning supplies
	Severe weather causes cancellations
	Customers do not know-all the services

	Equipment needs replacing
	Lots of local competition
	Prices and offers are not clear

	Limited transport
	Busy holiday periods
	No customer records kept



The fishbone diagram above helped me to look at why my business is not getting many repeat bookings. I have put the probable causes into diverse groups to make them easier for me to understand. Sakdiyah et al. (2022) explain that a fishbone diagram can be used to identify and organise the potential causes of a problem. By doing this it has showed me that things like staff training, cleaning standards, communication, resources, and customer information could all be part of the problem. This made it easier for me to understand the problem and see what could be causing it. 
                         
After the fishbone I am doing the five whys to find the main reason my business has fewer repeat bookings. It helped me understand what is causing the problem and what I need to improve.

[bookmark: _Toc1959628431]3.4 five whys
I have used the five whys analysis to help find the main cause of the problem in my business; I can understand why I have fewer repeat bookings. This helps me find the best way to improve my business and encourage customers to come back.
Problem: fewer repeat bookings
	question
	answer

	problem
	Fewer repeat bookings

	Why 1?
	Customers are not booking again

	Why 2?
	They forget to book another clean

	Why 3?
	I do not remind them

	Why 4?
	I do not have a reminder system

	Why 5? 
	I have not set one up yet

	Main cause
	There is no reminder system to help customers book again




The table above shows that I used the five whys to look deeper into why my business has fewer repeat bookings. Lumsdaine and lumsdaine (1995) explain that problem-solving involves looking at a problem step by step to understand what is causing it. I looked at the problem step by step and asked why it was happening. This helped me see that some customers might forget to book another clean because I do not remind them. Wu et al. (2021) show that encouraging repeat bookings can help businesses keep customers coming back. This supports my idea that having a reminder system could help me stay in contact with my customers. This could encourage them to book again, keep them happy and help my business to get more customers.
I can check my bookings and ask customers what they think. This will help me find out why they are not booking again. I can then make changes to improve my business and keep my customers happy.

[bookmark: _Toc1878892581]3.5 propose alternative solutions to the root cause
I have created this table below to compare different solutions for my business. It will help me decide which option is most suitable for improving repeat bookings. 

	option
	description
	resources
	barriers/risks

	Customer reminder system
	Send a text or email after each clean to thank customers and remind them to book again.
	Mobile phone, customer contact details, time.
	Customers may ignore the messages.

	Loyalty scheme
	Offer a discount or free clean after a certain number of bookings.
	Discount budget, loyalty cards, or records
	May reduce profit on some jobs.

	Online booking system
	Allow customers to book future cleans online and send automatic reminders.
	Booking app or website, internet, time to set up
	Costs money and takes time to learn




	Solution
	How it could help

	Customer reminder system
	Send customers text or message reminding them to book their next clean

	Loyalty scheme
	Give customers a reward or discount for booking regularly

	Online booking system
	Make it easier for customers to book their next clean

	Unique offers or discounts
	Give existing customers offers to encourage them to return

	Follow up messages 
	Contact customers after their clean to ask if they are happy and offer another booking 




After looking at the different options, I think using a reminder system and a loyalty scheme together would work best. They are simple ideas that could help my customers come back more often. This would increase repeat bookings and help my business grow. These solutions link to the main cause I found that because customers are not always reminded to book another clean. A reminder system would help me stay in contact with customers, while a loyalty scheme could give them another reason to book again.

[bookmark: _Toc451907087]4.0 workable solutions
I looked at three ways to get more repeat bookings. There is a loyalty scheme, booking reminders and getting customer feedback. I will compare them to see which one is best for my business
I have chosen three workable solutions to help increase repeat bookings. I will use a weighted grid to compare them based on cost, benefits, how easy they are to use and how well they could help my business. This will help me choose the best solution.

[bookmark: _Toc101534305]4.1 Weighted grid

	option
	Criterion 1
cost
	Criterion 2 
Easy to do
	Criterion 3
Attracts customers
	Criterion 4
Improves service
	Criterion 5
Repeat bookings
	Unweighted total
	Weighted total

	weight
	x3
	x3
	x5
	x5
	x5
	
	

	Option 1
Loyalty scheme
	4 (12)
	5 (15)
	4 (20)
	4 (20)
	5 (25)
	22
	92

	Option 2
	4 (12)
	5 (15)
	5 (25)
	3 (15)
	3 (15)
	20
	82

	Option 3
	5 (15)
	4 (12)
	3 (15)
	5 (25)
	4 (20)
	21
	87

	Option 4
	3 (9)
	5 (15)
	5 (25)
	3 (15)
	4 (20)
	20
	74



The weighted grid shows that the loyalty scheme is the best option because it received the highest score. I will now look at the costs and benefits to see if it is financially suitable for my business.

[bookmark: _Toc1425958722]5.0 cost benefit analysis & financial ratios
I am doing a cost benefit analysis and financial ratios to see if my solution is worth doing and help me compare how much it will cost, and how much my business could gain from it.
	Costs (£)
	Year 1
	Year 2
	Year 3
	Total

	Staff training
	£800
	£300
	£200
	£1,300

	Staff cleaning
	£400
	£200
	£150
	£750

	Social media
	£600
	£200
	£100
	£900

	
	
	
	
	

	Total costs
	£1800
	£700
	£450
	£2,950




	Benefits (£)
	Year 1
	Year 2
	Year 3
	Total

	More repeat bookings
	£1.500
	£1,800
	£2,000
	£5.300

	More referrals from existing customers
	£1.000
	£1,900
	£2.200
	£5.100

	Increased profits
	£700
	£900
	£1.000
	£2.600

	Customers booking more services
	£150
	£300
	£400
	£850

	Total benefits
	£3.350
	£4.900
	£5.600
	£13.850



Net annual benefit

	Year 
	Benefits for that year
	Costs for that year
	Net annual benefit

	Year 1
	£3,350
	£1,800
	£1,150

	Year 2
	£4,900
	£700
	£4.200

	Year 3
	£5,600
	£450
	£5,150



In the table above, I estimated the costs and benefits of getting more repeat bookings. Cost benefit analysis (2026) explains that a cost – benifit analysis compares the costs of a solution with the benefits it could provide. The total costs over 3 years were £2,950, while the total benefits were £13,850. The benefit-to-cost ratio shows that for every £1 spent, the business could get £4.70 back. This shows that the solution could help the business make more money over time. although the costs are higher in the first year the business could benefit over time.
Now that I have chosen the loyalty scheme as the best solution, I will create an implementation plan to show how a would put it into my business. project planning helps to organise the tasks, resources and timescales needed to complete a project (project planning, 2021). This will include the tasks, timescales, recourses, and people needed to make the plan work.

[bookmark: _Toc449809389]6.0 develop a detailed Implementation plan 

	task
	owner
	start/finish
	resources
	milestone/success

	1. Decide how the loyalty scheme will work
	me
	Week 1
	Time and pricing information
	Loyalty offer decided

	2. Work out the cost of the rewards/discounts
	me
	Week 1
	Calculator and business cards
	Costs are affordable

	3. Create loyalty cards or customer records
	me
	Week 2
	computer/phone
	Loyalty system ready

	4. Tell staff/cleaners about the scheme
	me
	Week 2
	Meeting or message
	Everyone understands the scheme

	5. Tell customers about the loyalty scheme
	me
	Week 3
	Text / email and social media
	Customers know about it

	6. Start the loyalty scheme
	me
	Week 4
	Customer details
	First customers join

	7. Keep a record of repeat bookings
	me
	Week 4-8
	Booking customer records
	Repeat bookings are recorded

	8. Review how well it is working
	me
	Week 8
	Booking figures and feedback
	Check if repeat bookings increased



I created this implementation plan to show the steps I need to take to start my loyalty scheme. It shows what a need to do and when if need to do it. This will help me stay organised and make sure I do not miss anything important. I can also use it to check if the scheme is working and if more customers are making repeat bookings.
The Gantt chart shows the tasks, timescales and who is responsible for putting the loyalty scheme in place.
Gantt table
	Task
	Week 1
	Week 2
	Week 3
	Week 4
	Week 5
	Week 6
	Week 7
	Week 8

	Decide loyalty scheme
	
	
	
	
	
	
	
	

	Work out costs
	
	
	
	
	
	
	
	

	Create loyalty system
	
	
	
	
	
	
	
	

	Tell staff
	
	
	
	
	
	
	
	

	Tell customers
	
	
	
	
	
	
	
	

	Start scheme
	
	
	
	
	
	
	
	

	Record repeat bookings
	
	
	
	
	
	
	
	

	Review results
	
	
	
	
	
	
	
	



I am linking my implementation plan to the stakeholder matrix because it shows who needs to know about the loyalty scheme. This helps me make sure I give the right people the right information.
[bookmark: _Toc821316258]Communicate the plan to stakeholder
[bookmark: _Toc737447745]Stakeholder analysis and matrix
	KEEP INFORMED
(High Interest)

Cleaners
Employees

	MANAGE CLOSELY
(High Interest)

Business owner (Keri)
Customers

	MONITOR
(Low Interest)

Suppliers
	KEEP SATISFIED
(Low Interest)

Occasional Customers/Customers who do not use the service often 



I made this stakeholder matrix to show who is involved in my plan. Reed et al. (2009) explain that identifying stakeholders is important because different stakeholders can have various levels of interest and influence in a plan. Customers are important because I want them to come back and book again. My cleaners need to know about the plan so they can help. Suppliers are not as involved, so a will keep an eye on them. This will help me see who if need to work with the most.
The communication plan shows how I will tell customers and staff about the loyalty scheme and keep everyone informed.

Communication plan 
	Stakeholder
	Purpose/message
	method
	timing/frequency
	owner
	feedback/evidence

	customers
	Tell them about the loyalty scheme and encourage them to book again
	Text, email, or social media
	After each clean
	me
	Replies and repeat bookings

	cleaners/staff
	Explain how the loyalty scheme works so they can tell customers
	Meeting or what's app
	When it starts and when needed
	me
	Staff feedback

	supplier
	Make sure if have any loyalty cards or materials that a need for the loyalty scheme
	Email or phone
	When needed
	me
	Orders and receipts

	Bank/finance provider
	Discuss extra costs if I need extra money
	Email or meeting
	Before spending money
	me
	Emails or meeting notes



I have made this communication table to show who a need to keep updated about my loyalty scheme. It shows what if need to tell them and how it will contact them. This will help make sure that customers, staff, suppliers, and the bank understand what is needed and stat updated


[bookmark: _Toc354047236]8.0 monitoring and review
This monitoring plan links to my loyalty scheme because I need to check if it is helping to increase repeat bookings. 

	What I will monitor
	how
	target
	How often
	who
	evidence

	Repeat bookings
	Check booking records
	More repeat bookings
	weekly
	me
	Booking records

	Loyalty cards used
	Count cards/rewards used
	More customers using them
	weekly
	me
	Loyalty records

	Customer feedback
	Ask customers
	Positive feedback
	monthly
	me
	Customer feedback

	Staff feedback
	Ask staff how it is going
	Staff understand the scheme
	monthly
	me
	Staff feedback

	costs
	Check money spent
	Stay within budget
	monthly
	me
	receipts

	Profit / revenue
	Compare sales
	Increase income
	monthly
	me
	Sales records



My review points
	 Review points
	when
	Decision to be made
	Who participates

	Early implementation
	After 1 month
	Is the scheme working properly
	Me and staff

	Pilot / midpoint review
	After 3 months
	Are repeat bookings increasing
	Me, staff, and customers

	Final implementation review
	After 6 months
	Has the scheme improved the business
	Me and staff

	Post – implementation review
	After 12 months
	Should I keep or change the scheme
	me



I will monitor the loyalty scheme by checking repeat bookings, customer feedback, staff feedback, and costs. I will check these regularly to see if the scheme is working. If repeat bookings do not increase, I will look at what needs changing and make improvements.

[bookmark: _Toc9863910]9.0 conclusion
Overall, this assignment helped me understand why my cleaning business was not getting enough repeat bookings. I used a mind map, fishbone diagram and five whys to find what was causing the problem. I then looked at different solutions and used a weighted grid to choose the best one. I chose a loyalty scheme because it gives customers a reason to come back and book another clean. I also looked at the costs and benefits and decided for how a would set up the scheme and tell customers and staff about it. 
I will check repeat bookings and customer feedback to see if the scheme is working. If it is not working, if can make changes. I think the loyalty scheme will help keep customers happy, get more repeat bookings, and help my business grow.
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