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Executive Summary
After the completion of TASK1, a large number of second-hand data were investigated within the scope of problems in Chinese Flavor restaurant. In Swansea, the survey found that: First of all, most Chinese students are preferred to eat Chinese food, most of them do not care about the service quality and dining environment of the restaurant, but cares about the taste of the restaurant dishes; because Chinese students are not accustomed to foreign food when they first come here, they can only eat Chinese food in Chinese restaurants, so Chinese students usually choose to eat in Chinese restaurants with good taste. Secondly, many local peoples in Swansea are attracted to Chinese food because Chinese food is delicious, but they are not only care about the food in a restaurant, and also about the service quality and dining environment, a way to attract local people customers is to improve the service quality and dining environment of the restaurant. Thirdly, the hygiene of Chinese Flavor restaurant is not very clean, because sometimes there is oil on the table, the waiters are not to clean only stand to wait food, and the restaurant is not strictly required, many first-time customers have bad experience of this restaurant.
These findings are closely related to the subject research, pointing out that it is necessary to improve the service quality of restaurants, dining environment and health issues; therefore, some suggestions are put forward to solve these problems. Through the training of waiters to improve the quality of service, more stringent requirements in hygiene, improvement of dining environment and other suggestions, through these methods to enhance the competitiveness of restaurants, the development of restaurants has a better impact.
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[bookmark: _Toc8230979]1.Introduction
With the growing influence of Chinese culture in the world, Chinese food must be the first one that people from other countries meet. Many Chinese peoples choose to emigrate or start businesses abroad, making Chinese restaurants available in many parts of different countries. As a Chinese restaurant located in Swansea, Chinese Flavor restaurant attracts many customers through the taste of its dishes. The taste of Chinese Flavor restaurant is the same as that of Chinese food, the food of Chinese Flavor restaurant has not been reformed, in order to cater to the local market, some Chinese restaurants will change their tastes, but the changed tastes are not the original Chinese dishes, and the service quality, dining environment and hygiene of Chinese Flavor restaurant are not as good as those of other Chinese Restaurants, which is what Chinese Flavor restaurant needs to improve. Therefore, the main content of this report is to focus on Chinese Flavor to solving the problems of Restaurant and give some suggestions.
The report consists of five parts. First, the background of Chinese Flavor restaurant is introduced, then the project objectives are introduced, the third is the survey results and analysis, the fourth is the recommendations, and finally the conclusion is put forward.

[bookmark: _Toc8230980]2.Project Objectives
The goal of this paper is to make Chinese Flavor restaurant more competitive and more customers through suggestions on service quality, dining environment and hygiene. In order to achieve this goal, it is necessary to better understand what customers need and enhance their own advantages of attracting customers and put forward suggestions to solve these problems. The objectives of the project are:
1. Improving Service Quality - How to Improve Service Quality
2. Solving Restaurant hygiene Problems - Restaurant hygiene problems can affect restaurant business
3. Improvement of Dining Environment - Will Dining Environment Affect Customers' Dining Mood
Some effective solutions to these goals are put forward.

[bookmark: _Toc8230981]3. Findings and critical analysis
Through the study of second-hand data and theoretical framework, it is have come to some conclusions through the study of service quality, dining environment and health issues. Through SWOT and PEST, the analysis of Chinese Flavor restaurant is made. This part can be seen in the appendix.

[bookmark: _Toc8230982]3.1 Benefits and difficulties of improving service quality
[bookmark: _Hlk7701895]It is necessary to improve the service quality. If the service quality of the restaurant is too poor, customers will not have a good dining experience. According to the questionnaire survey, if your service is good, even if your dishes are of average taste, a quarter of people would like to go to a restaurant, and 50% would consider going to a restaurant, but for Chinese Flavor restaurant, improving the service quality is also a burden, because Chinese Flavor restaurant is only a small restaurant, it does not have a large scale, it takes a lot of time and resources to train a waiter. (Appendix 1)
[bookmark: _Toc8230983]3.1.1 The benefits of improving service quality 
1. It can improve customer loyalty. (Keshavarz, 2016) When customers eat out, they will consider many aspects and then choose them. Among them, the quality of service is the most important one, if the customer has a good service, then the next time the customer will have a great chance to choose the same restaurant again. Even if the taste is not so good, the waiter makes the customer feel that they are enjoying the service. When they enter the restaurant, they will receive it, and when they want to order, they can order in time. The waiting process is very fast, such good service will make the customer a loyal customer of this restaurant.

2. Enhance the competitiveness of restaurants. (Gyaan, 2018) The improvement of service quality through staff training will make restaurants more competitive, because a restaurant with good waiters will give customers the same dining experience at home. When customers compare all restaurants, most of them choose restaurants with better service quality.

[bookmark: _Toc8230984]3.1.2 The disadvantages of improving service quality 
1. Increased restaurant costs. Because Chinese Flavor restaurant is only a small restaurant, training an employee will cost a lot of resources, and the staff of Chinese Flavor restaurant has a lot of mobility, so for the restaurant, training an employee is a great burden, and needs to bear a great risk.

2. Spend a lot of time to training employees. it is taking a lot of time to train a new employee. New employees need an adaptive process to take over the job better after taking office, the quality of service during their training period may decline a lot, and customers may be dissatisfied with it.

Through the analysis of advantages and disadvantages, improving service quality can make Chinese Flavor restaurant get more loyal customers, and can enhance the competitiveness of Chinese Flavor restaurant in the catering industry. However, in the process of improving service quality, there may be a problem that the restaurant cannot make enough money, and how to retain employees has become a problem of Chinese Flavor restaurant, so Chinese Flavor restaurant needs to improve the degree of belonging of employees, and at the same time find ways to shorten the time of staff training.
[bookmark: _Toc8230985]3.2 Importance of Restaurant Hygiene Problems
Restaurant hygiene is the most important thing that many people see, because if the chef does not care about hygiene when cooking, the health of customers will be greatly affected. (Spruce, 2018) In 2015, many restaurants in 11 different states in the United States erupted several times with E. coli causing health damage to consumers, and restaurants were also complained of closure. (Spruce, 2018) Questionnaires also show that even if your food tastes good, as long as the hygiene is not good, more than half of the customers will consider not going to the restaurant, and one fifth of the customers do not want to go to the restaurant with poor hygiene. Therefore, restaurants want a good development, restaurant hygiene is the most need to improve. Chinese Flavor restaurant has a very bad aspect in the restaurant hygiene. The remaining rice may be recycled from the first table and used by the next table. And recycling depends only on whether the rice is stained by oil. Chinese Flavor restaurant's behavior is likely to endanger the health of customers and did not tell customers that rice is recycled before serving them. In this way, saving restaurant operating costs is likely to make customers infected with a variety of bacteria. And these bacteria are likely to be lethal.

Another point is that the environmental hygiene of Chinese Flavor restaurant is relatively poor. When customers walk into Chinese Flavor restaurant, they will feel that the air is not circulating, humidity and harmful gases tend to accumulate in rooms with no air circulation. It is found that indoor air pollution is much more serious than outdoor air pollution, so harmful air has a great impact on the health of customers. (Net, 2017)

And the floor and table of Chinese Flavor restaurant are not cleaned thoroughly, walking on the floor of Chinese Flavor restaurant will feel slippery, which is likely to hurt customers in wrestling, and the greasy tables will also make the customers have no good dining experience. Chinese Flavor restaurant needs to improve the hygiene of the restaurant if it wants to do better.
[bookmark: _Toc8230986]3.3 Improving Dining Environment
When customers eat, it is not only the taste of restaurant dishes that affects the mood of customers. It's amazing that customers can get a better dining experience by changing their vision, smell and even hearing. (Harbin, 2017) Great chefs and excellent family chefs understand that diet is both physical and psychological. (HODGSON, 1982) In the process of eating, there are many aspects that can affect the appetite and mood of customers. And in the questionnaire survey, consumers go to a new restaurant to observe the first is the restaurant decoration, so improving the dining environment is very important. Chinese Flavor restaurant has a small dining area and can only accommodate eight tables at the same time, it is not enough for the number of customers in Chinese Flavor restaurant, many customers may change to another restaurant when they see the crowds full. Therefore, expanding the dining area is also a must for Chinese Flavor restaurant, because customers will lose many customers and potential customers for a long time if they have no place to eat.

Dining environment can also affect customers in many ways. (Alert, 2013) Firstly, unique environmental design can arouse customers' attention and curiosity. For example, some enterprises are now launching theme restaurants, that is, through the combination of some cultural elements, to form a specific cultural atmosphere. This cultural atmosphere can often arouse the curiosity of guests and attract their attention, thus attracting traffic. The second is to convey information to customers, this kind of information is multifaceted it may be information about product consumption or cultural elements. Customers can judge the restaurant's grade and characteristics according to the environment, it will let customers have a bottom in their hearts and consume more happily. Finally, create a sense for the customer. Any strong atmosphere can create a unique feeling for customers. With the difference of restaurant culture and customs and customers' own experience, this feeling will have different psychological effects, restaurant environment decoration is just like the signboard of the restaurant and its own characteristics, restaurants without special decoration have no soul.
[bookmark: _Toc8230987]4. Discussions and recommendations
Questionnaire results show that most people go to a new restaurant to first observe the decoration of the restaurant, followed by the number of people and the music, then the atmosphere, and finally the menu. So, the first step for Chinese Flavor restaurant to attract customers is to improve the decoration and dining environment of the restaurant. In the questionnaire survey, the second largest proportion of customers is the good dining environment, so it is necessary to improve the dining environment. One of the most attractive aspects of restaurants is the hygiene of restaurants. There are food safety problems all over the world. Eating healthily has become everyone's first choice, so the hygiene and safety of restaurants need to be the best. As an incidental service, service quality is also the customer's favorite. According to the questionnaire survey, a small number of people are willing to go to the restaurant even if the food tastes bad, but if the service is good. (Appendix1)

In this section, it will give suggestions from three aspects: hygiene, dining environment and service quality.
[bookmark: _Toc8230988]4.1 Service quality
Service quality refers to the sum of characteristics and characteristics of service that can satisfy customer's requirements and potential needs, and the degree to which service work can satisfy the needs of the served. Questionnaire survey shows that customers are willing to try restaurants with good service, even if the dishes are of average taste. 

The disadvantage of Chinese Flavor restaurant is that the employees are temporary employees and the service quality is not good to improve this, more benefits are needed to change employees' minds. The staff of Chinese Flavor restaurant only ordered food and provided tableware for the guests, but there was no enthusiastic service in the service process, and the owner of Chinese Flavor restaurant always earned the tips from the guests in his wallet, and did not give the staff the tips that belonged to them. Instead, in a restaurant called Sichuan Savor, three waiters were hired to serve customers at the same time in order to improve the quality of service. And the waiter can freely distribute the tips given by customers. In this case, the service enthusiasm of employees is greatly improved, and they are very enthusiastic about customers. From this point of view, the owner of Chinese Flavor restaurant should give tips to employees, to improve their enthusiasm for service.

As for staff training, because Chinese Flavor restaurant is a small restaurant and does not have much resources to spend on training staff, Chinese Flavor restaurant should start with recruiting staff. Choosing enthusiastic and cheerful waiters is the key to providing good service quality, because introverted employees cannot provide good service, Chinese Flavor restaurant can also ask employees to recommend dishes when serving customers. it is the restaurant's duty to give customers a good choice. Through these points, although the service quality of Chinese Flavor restaurant will not be greatly improved, it will improve the enthusiasm of employees, and customers will get a good experience of being served and will also eat their favorite dishes.
[bookmark: _Toc8230989]4.2 Restaurant hygiene
Hygiene is very important for the restaurant. Good restaurant hygiene can prevent food poisoning and allergic reactions, it can help restaurants reduce food waste, improve efficiency and save operating costs. The most important thing is that good restaurant hygiene reassures customers, and they are likely to recommend it to other potential customers, and the questionnaire survey shows that the first three factors attracting customers are hygiene and safety. (Appendix 1)

The main problem of Chinese Flavor restaurant is to recycle the rice left by customers, which is very bad, because it may endanger the health of customers. And once customers find out, it's very likely that they won't go to Chinese Flavor restaurant again. The best way to solve the problem of recycling rice is to let customers eat according to their needs. Put fresh rice in large containers, and customers can add their own amount if they need it. This will reduce waste and solve the problem of unclean rice. Sichuan Savor also recycles rice, but according to the evaluation of TripAdvisor, Sichuan Savor food is very fresh and clean, which is good for customers and guarantees the taste and taste of food. (TripAdvisor, 2017)

The floor and table hygiene of Chinese Flavor restaurant need to be cleaned regularly, and the whole restaurant, including the kitchen, needs to be cleaned at the end of the day or during the rest time. Kitchen is the most vulnerable place to harm the health of customers, because once the kitchen is not clean, then the dishes produced are likely to be contaminated with germs, customers are likely to have adverse reactions after eating, and even food poisoning. (Burton, 2018) In the Sichuan Savor, the staff will clean the desktop and floor in time and keep it clean and sanitary, there are even customers in the TripAdvisor highly praised the health of Sichuan Savor, said that the health of Sichuan Savor is spotless.

At the same time, Chinese Flavor restaurant needs frequent ventilation. (Patil, 2017) If the air is not circulated, it will cause fresh air, heavy humidity and bacterial problems. It can make customers dizzy and breathless. Such problems will affect the mood and health of customers, if not solved, it is likely that customers will not come to Chinese Flavor restaurant for dinner. Therefore, Chinese Favor restaurant needs to open doors and install ventilation fans regularly to maintain air circulation, so that customers have a good dining environment.
[bookmark: _Toc8230990]4.3 Improvement of dining environment
Restaurant dining environment has a certain impact on customers' meals, which may make customers' appetite decline and other issues, and the dining environment of the restaurant not only has an impact on customers but also on employees, which may affect employees 'work enthusiasm and mood. (LillianHung, 2015)

When customers eat in a narrow environment, they feel depressed and unhappy. (Tuzunkan, 2016) The decoration of Chinese Flavor restaurant is very compact, so that people do not have a lot of space, and when there are many people, there will be the phenomenon of table piecing. This restricts customers' eating and affects their appetite. Secondly, the restaurant in Chinese Flavor restaurant can make people pass very little, for example, when customers are eating, they often have people passing by, this makes customers not have a good dining experience, and the things on the table may be rubbed off by others; this makes customers need to be careful and affects the mood of customers. For employees, narrow spaces can make them depressed, it will make employees less motivated because the narrow space makes people feel bad, and because the narrow space is airtight, Chinese Flavor restaurant has a great impact on people with emotional disorders. In Sichuan Savor, customers are satisfied with the decoration, even a customer feels that the food in Sichuan Savor’s food are not delicious, they also feel that the decoration in Sichuan Savor is very beautiful. (TripAdvisor, 2017) A good decoration attracted customers to the restaurant. Therefore, Chinese Flavor restaurant should improve the dining environment, through the installation of ventilation fans so that indoor air flow can maintain fresh air, let people feel better. Improving the brightness of indoor lighting, studies have shown that working in dim light conditions may lead to depression, so that the indoor full of sunshine is what Chinese Flavor restaurant should do. (Woo, 2008) As the dining area is too small, because Chinese Flavor restaurant is a small-scale restaurant, only through indoor renovation to expand the dining area, we should rationally plan the table and decoration layout, reduce regional waste.
[bookmark: _Toc8230991]5. Conclusions
Through the study of Chinese Flavor restaurant, it is found that when customers eat out, the most attractive thing is the taste of the food and the dining environment of the restaurant. When the dishes in a restaurant are not delicious, although they are well done in other aspects, they are not necessarily going. Chinese Flavor restaurant is good at the taste of the dishes, but there are deficiencies in other aspects. A restaurant with poor hygiene and safety will also be rejected by consumers. 
what Chinese Flavor restaurant needs to do is the following:
1. Keep the dining area and kitchen clean
2. Use fresh ingredients
3. Improving the Dining Environment
4. Planning Dining Area
5. Improving the quality of service
Through the improvement of these five points, the business of Chinese Flavor restaurant will be better and better.
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[bookmark: _Toc8230992]Appendix 1 Survey of Chinese flavor Restaurant
Restaurant selection for dining out
1. Gender 
	Option
	Subtotal
	Proportion

	Male
	11
	[image: ][image: ]55%

	Female
	8
	[image: ][image: ]40%

	Other
	1
	[image: ][image: ]5%


2.  Age 
	Option
	Subtotal
	Proportion

	0-17
	1
	[image: ][image: ]5%

	18-30
	17
	[image: ][image: ]85%

	31-50
	2
	[image: ][image: ]10%

	51-...
	0
	[image: ]0%



3.  Your Monthly Income Status 
	Option
	Subtotal
	Proportion

	0-2000
	5
	[image: ][image: ]25%

	2001-5000
	5
	[image: ][image: ]25%

	5001-10000
	5
	[image: ][image: ]25%

	More than 10000
	5
	[image: ][image: ]25%


4. Frequency of eating out 
	Option
	Subtotal
	Proportion

	Within three times a week
	8
	[image: ][image: ]40%

	Four to seven times a week
	8
	[image: ][image: ]40%

	More than seven times a week
	4
	[image: ][image: ]20%










5. What was the first observation of going to a new restaurant
	Option
	Subtotal
	Proportion

	Decorate
	10
	[image: ][image: ]50%

	Atmosphere
	4
	[image: ][image: ]20%

	Number of diners
	5
	[image: ][image: ]25%

	Music
	0
	[image: ]0%

	Menu
	1
	[image: ][image: ]5%


6. What attracts you in the restaurant
	Option
	Subtotal
	Proportion

	Good dining environment
	12
	[image: ][image: ]60%

	Diversity of menus
	4
	[image: ][image: ]20%

	The food is delicious or not
	17
	[image: ][image: ]85%

	Price
	8
	[image: ][image: ]40%

	Health safety
	10
	[image: ][image: ]50%


7. If the food in a restaurant is delicious, but the hygiene is not good, would you like to eat in that restaurant
	Option
	Subtotal
	Proportion

	Of cause
	5
	[image: ][image: ]25%

	Sometimes
	11
	[image: ][image: ]55%

	No
	4
	[image: ][image: ]20%


8. If a restaurant has good sanitation, would you like to eat the dishes
	Option
	Subtotal
	Proportion

	Of cause
	3
	[image: ][image: ]15%

	Sometimes
	8
	[image: ][image: ]40%

	No
	9
	[image: ][image: ]45%








9. Would you like to eat in a restaurant if the service is good, but everything else is normal?
	Option
	Subtotal
	Proportion

	Of cause
	5
	[image: ][image: ]25%

	Sometimes
	10
	[image: ][image: ]50%

	No
	5
	[image: ][image: ]25%



[bookmark: _Toc8230993]Appendix 2 SWOT Analysis
S: Chinese Flavor restaurant’s advantage is that its dishes are delicious, its menu has many local specialties in China, and the taste is fabulous. The boss is very enthusiastic and will remember the tastes and preferences of the acquaintances. And Chinese Flavor restaurant’s decoration has Chinese characteristics, like eating in China.
  W: Chinese flavor restaurant’s disadvantage lies in the quality of service, because Chinese Flavor restaurant’s waiters are mostly part-time. They begin to work without training before taking up their posts, and the waiters are highly mobile and have no fixed waiters. And Chinese Flavor restaurant served food slowly, when there were many people, the guests had to wait at least half an hour to get their own food. (Wagner, 2019)
  O: There are more and more Chinese students studying abroad in Swansea, and more and more people like Chinese culture and are willing to try Chinese cuisine, which makes Chinese Flavor restaurant’s potential customers has been increased, and compared with other restaurants in Swansea, Chinese Flavor restaurant’s dishes are better than the other one, so customers may prefer Chinese Flavor.
  T: Because there are many Chinese restaurants in Swansea, customers who want to eat Chinese food will consider which one to eat, so Chinese Flavor restaurant’s competitive pressure is very high. And Chinese Flavor restaurant’s dishes are expensive than other restaurants, there are several restaurants that are almost as delicious as Chinese flavor restaurant’s, but the price is cheaper than Chinese Flavor restaurant’s, so the customer's first choice may not be Chinese Flavor restaurant. (Baidu, 2019)
[bookmark: _Toc8230994]Appendix 3 PEST Analysis
Political: Because Chinese flavor restaurant is a Chinese restaurant, there may be some people who have political bias will not choose to eat in the Chinese restaurant very usual, because of the different culture. 
Economic: Swansea's per capita weekly income is about 464 pounds, 75 pounds lower than the average British per capita income. Because of the impact of income, most people may choose not to eat in restaurants very often and most people in Swansea go to local restaurants instead of Chinese ones. (overseas Chinese, 2018)
Social: Because Chinese food is Chinese style, some customers may not accept the taste of Chinese food. For example, some Chinese dishes are very spicy, while some customers can't eat spicy food and Chinese restaurants are generally non-segregated, which is very strange for British customers who have segregated. Also, Chinese Flavor restaurant is a very small Chinese restaurant, the quality of service and dining environment are not very good, so customers who pursue this aspect may not choose to eat in Chinese Flavor restaurant. (Frue, 2018)
Technological: Chinese Flavor restaurant 's cuisine is a better one among all the Chinese restaurants in Swansea, which is the most representative of Chinese food. So Chinese Flavor restaurant is a very authentic Chinese restaurant, which does not regulate the taste of customers other than Chinese customers. So, for customers in other countries, it may not be easy to accept Chinese Flavor taste, but Chinese Flavor restaurant is a good restaurant for customers who like Chinese food.
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