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1.0. [bookmark: _Toc18804]Project Justification 
1.1. [bookmark: _Toc11078]The Project Aim
The main aim of the project is to explore the root causes of the service quality problem at The Five Guys and to provide suggestions for improvement, to enhance customer satisfaction and repeat purchase intentions.
1.2. [bookmark: _Toc26961]Project Objectives
The key project objectives include the following.
To explore the root causes of service quality problems at The Five Guys restaurant through a survey in the next 1 month.
To identify service quality problems at The Five Guys through consumer surveys in the next 1 month.
To provide recommendations for service quality strategies to be implemented for The Five Guys Restaurant in the next 2 months.
1.3. [bookmark: _Toc25308]Project Rationale
Service quality problems can impact negatively on the performance of a restaurant, leading to heavy losses, limited growth, customer dissatisfaction, and reduced repeat purchase intentions. Satisfied customers on the other hand become good ambassadors of the organization, and hence engage in positive word of mouth that has a strong impact on the ability of the restaurant to attract new customers and hence increase revenues and profitability. Therefore, identifying the root causes of service quality problems in an organization can be an important first step in delivering quality service, enhancing customer satisfaction and fostering repeat purchase intentions for the company.
Along this perspective, this project seeks to evaluate the root causes of the service quality problem at The Five Guys and suggest solutions that could be used by the company to enhance service quality, customer satisfaction and repeat purchase intentions. Through this project, the organization will be in a better position to understand the service quality problem and how it can solve this problem to enhance the success of the company in the long term.


2.0. [bookmark: _Toc169]Business case and Project Approach
2.1. [bookmark: _Toc22433]Project Benefits
Developing and bringing this project to completion will have several benefits for The Five Guys restaurant. These benefits are explained below.
First, identifying the root cause of service quality problems at the restaurant will help the organization identify the right strategies for use in improving quality and delivering exceptional service to its clients.
Secondly, by solving the problem of service quality in the organization, the firm will be in a better position to improve revenues and profitability. This is because of the high number of people that will be attracted by exceptional quality of service offered by the company.
Third, the company is expected to benefit from increased levels of customer attraction and retention abilities in the organization. This is influenced by the good quality of services that customers receive which influence positive word of mouth and reduce switching potential.
Fourth, the immediate benefit that the company will receive will be improvements in customer satisfaction and repeat purchase. Quality of services offered at the company translate into enhanced customer satisfaction impacting positively on customer evaluation of the brand in the market as well as repeat purchase behaviours.
Lastly, improvements in service quality also has a positive effect on brand reputation. Brand reputation is a key factor for many companies that seek to compete in the market. A good reputation will be important in driving customers to the restaurant and enhancing overall customer satisfaction.
2.2. [bookmark: _Toc4747]Background
The Five Guys is a leading fast food restaurant in Swansea city. The restaurant is majorly known for its tasty burgers and chips. The organization has been in existence for a long period of time serving a significant number of people in the area. While the restaurant provides some of the best fast food products and ability to customize orders, there are complaints regarding the quality of service that is received due to poor operations set-up at the facilities. Complaints about plastic service, long periods of processing food, loud music, poor atmosphere, and no waiter service are among the problems that customers face at the facility. This is not inline with the firm’s premium price of food which is expected to go with high quality service. Poor service quality at any restaurant has a negative effect on the performance of the organization (Mekhail Mustak, 2013). It has a negative impact on customer satisfaction and repeat purchase intentions and hence the need for the restaurant to change its service strategy to avoid the negative implications associated with such practices in the restaurant (Ryu et al., 2012).
2.3. [bookmark: _Toc28552]Key Literature 
The increasing competition in the market has forced many companies to think about differentiating themselves and their strategies for the purpose of attracting and retaining customers. Among the differentiation strategies adopted by firms is service quality (Mekhail Mustak, 2013). Service quality strategies are perceived to be superior in attracting and retaining customers by appealing to their emotions during the process of delivering a service ( et al., 2012). For restaurants, service quality is particularly important because it has a strong impact on the ability of consumers to engage in repeat purchase intentions, which a majority of restaurants rely on to drive growth and revenues (Tjiptono and Chandra, 2011).
Gronroos (1990) was the first to develop a model of service quality in which he argues that it encompasses both technical and functional elements. In his service quality model, he describes how the quality of service will be perceived by customers and in what way service quality will be influenced (Agbor, 2011). He places emphasis on the interactive nature of services and posits that service quality ought to be a two-prong concept that involves the process and the outcome dimensions (Agbor, 2011). Three important variables emerge in his model which include technical quality, functional quality and image. Based on this, the ability of the firm to enhance technical and functional quality of the service are tied to enhance customer satisfaction and repeat purchase (Saha and Theingi, 2014). A majority of the previous studies focusing on service quality has examined technical quality and functional quality and find that both have a strong effect on customer satisfaction and repeat purchase intentions (Tjiptono and Chandra, 2011).
Second, Parasuraman et al (1988) also came up with a model of service quality and suggested five dimensions of service quality. These include tangibles which reflect appearances of physical elements; reliability which explains dependable and accurate performance; responsiveness which is defined as promptness and helpfulness of the staff; assurance that is perceived as credibility, security, competence and courtesy and lastly; empathy that is perceived as easy of access, good communication and customer understanding (Hussain et al., 2015; Tjiptono and Chandra, 2011).
To measure service quality, the SERVQUAL model was suggested. This was based on the premise that customers evaluate a firm’s service quality as the gap between expectations and performance (Agbor, 2011; Eboli and Mazzulla, 2015). Other studies have pointed out that the expectations-performance gap can be an important approach in measuring service quality and improving the performance of the firm (Ryu et al., 2012).
Brady and Cronin (2001) indicate that customer evaluate service quality on the basis of three dimensions. These include customer-employee interactions, the physical environment and the outcome of the service interaction (Eboli and Mazzulla, 2015). This service quality from this perspective has a hierarchical factor structure. This because customers think of service quality at different levels such as the dimensions level and the overall level (Eboli and Mazzulla, 2015). In particular, while the dimensions are distinct, they are highly correlated. The overall customer perception of the quality of the service often depends on their evaluation of the distinct service elements (Hussain et al., 2015). This has an important effect on the overall image that the customer has of the organization.
Overall, based on the evaluation of literature, the five guys need to work on service quality if they expect to improve customer satisfaction and repeat purchase. The various dimensions of service quality must be considered in its strategy in order to enhance its overall performance (Saha and Theingi, 2014). What is important however is to understand what customers feel are the problems of the organization from a service quality perspective which can help the firm to develop the right strategies that appreciate customer needs and expectations, enhancing the performance of the organization (Saha and Theingi, 2014).
3.0. [bookmark: _Toc1999]Research Methodology
3.1. [bookmark: _Toc26609]Research Approach
The study adopts a quantitative research approach to complete the study. This approach seeks to explain and predict phenomena. The rationale for using this approach is that statistical data will be collected and analysed in order to understand the problem at the company, so as to develop the right strategy that will be used to solve the problems (Walenta, 2019). A quantitative approach allows for hypothesis testing, although this will not be done in the context of this study.
3.2. [bookmark: _Toc26778]Research strategy
The research strategy refers to a plan implemented by the researcher in order to achieve the objectives of the study. This study adopts a survey research strategy for use in completing this study (Story and Tait, 2019). A survey is strategy that allows the researcher to use a small portion of the population to explore a given problem and generalize the findings to a larger population. It is adopted because the study is quantitative in nature and hence the survey approach is consistent with the research approach (Story and Tait, 2019). Additionally, it will also help in generalizing the findings to all customers.
3.3. [bookmark: _Toc28583]Population and Sampling
The population refers to the group of people from which the researcher identifies and selects participants from. It is important that the population is identified in order to enhance the ability of the study to achieve its outcomes (Walenta, 2019). In this study, the population will be customers who come at the Five Guys restaurant. The study estimates to use a sample of 50 customers who will be randomly selected to take part in the study. This is due to budget and cost limitations that may not allow for a large study to be carried out.
3.4. [bookmark: _Toc15063]Data Collection
Data collection refers to a process of gathering data in order to respond to the study objectives. Data collection can be done using primary or secondary data collection methods. The methods can allow for collection of qualitative or quantitative data (Terrel, 2012). In this study, questionnaires with 15 questions will be used. A closed ended questionnaire is preferred. This is because it is easy to design and administer and has high return rates.
3.5. [bookmark: _Toc1518]Data Analysis
Data analysis can take a qualitative or quantitative approach. In this project, the quantitative approach is preferred. This is because the data collected will be statistical in nature and hence a statistical data analysis approach is preferred (Sreejesh and Mohapatra, 2013). Data will be categorised in the form of tables, charts and figures so as to make sense of the data.
4.0. [bookmark: _Toc30111]Project Management Team Structure/Project Manager/Consultant
4.1. [bookmark: _Toc28382]Project Team
As a consultant, the key skills that I have include the following: project management skills, management skills and business skills. I have no prior experience in working on such an engagement, but I am open to learning and experiences that will help me achieve positive outcomes.
4.2. [bookmark: _Toc14495]Quality Management
Quality Assurance
To ensure quality data is collected, the research instrument will be passed through the tutor in order for them to ensure validity and reliability of the instrument in collecting data. Secondly, data will be accurately collected focusing on the key issues on the questionnaire only. 
Risk Management
There are no foreseen risks on the project whether physically or psychologically on the researcher or the research participants.
	Ethics
The study will collect data from human participants and hence research ethics will be considered. Specifically, informed consent through consent forms will be considered in this study. Other ethical considerations will include privacy, confidentiality and anonymity.
5.0. [bookmark: _Toc20370]Project Plan, Project Control and Time Management
5.1. [bookmark: _Toc12292]Project Plan
	Scope 
This project will be done in the context of the Five Guys Restaurants in Swansea city. Only this restaurant will be considered in the process of conducting the project. The project will only focus on the root cause analysis and development of service recommendations for the company to improve service quality.
	Objectives
To explore the root causes of service quality problems at The Five Guys restaurant through a survey in the next 1 month.
To identify service quality problems at The Five Guys through consumer surveys in the next 1 month.
To provide recommendations for service quality strategies to be implemented for The Five Guys Restaurant in the next 2 months.
	Deliverables 
The key deliverables include the following. First is a report on the root causes of service quality problems at the facility. Secondly is a report on the service quality problems at the facility and third is a report detailing recommendations for the company to implement to improve service quality.
5.2. [bookmark: _Toc22787]Project Control
Project control aims at ensuring that the project achieves its objectives. Along this perspective, project control will include activities and processes that ensure that the project deadlines, budget, quality milestones and others are achieved as expected. From this perspective therefore, the project control process in the context of this project will include the following activities. First will be a monitoring and evaluation plan in place to understand whether the activities are being conducted as intended. Secondly will be warning signs especially on the budget that will be developed to ensure that the budget is used appropriately.
5.3. [bookmark: _Toc4212]Time Management
The project will be done in 2 months. The Gantt chart above shows the timelines for the different activities for the two months period. The table below breaks down the time periods per activity as shown in the Gantt chart.
	Activity
	Time in Weeks

	Project initiation
	1 week

	Evaluation of literature
	2 weeks

	Developing questionnaire
	1 week

	Administering questionnaire
	1 week

	Conducting root cause analysis
	2 weeks

	Conducting analysis of data
	2 weeks

	Writing the final report
	1 week
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