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Task 2 – Individual report
Executive Summary
The Pizza Express is a famous chain restaurant which is based in the UK. It has over 400 restaurants in many countries across the world. The overall number of employees working for Pizza Express is about fourteen thousand (14,000) and the CEO of Pizza Express is Jinlong Wang. The annual income of Pizza Express is approximately £543 million although this has been up and down over the years. Traditionally Pizza Express has been a dine-in restaurant although they started offering takeaways and deliveries recently.  One problem facing Pizza Express now is that there have been complaints that the services which have been provided to customers are very slow and many customers were dissatisfied and disappointed. There has been an increase with large numbers of customers now ordering through the Deliveroo platform. However, there are no extra servers or staff to deal and handle these orders. Staff shortages in the kitchen have made the problem worse and this has become a main issue which the company is facing. 

o


[bookmark: _heading=h.1fob9te]Introduction
The main issue facing most companies is workflow management and Pizza Express is no exception. Although it is important for companies in hospitality such as Pizza Express to be constantly seeking to modernise, by adding services such as online ordering and Deliveroo before updating their infrastructure in the restaurants there have been considerable issues where the customer’s expectations have not been met. A smooth flow of the work could help address this problem as it is very important to achieve any targeted goal. Since the recent global pandemic, modern and adaptive business tools are needed to deal with evolving problems that occur in a competitive and turbulent market. Similarly, the satisfaction of employees is also key, and, in most cases, this can be achieved by addressing the organisational issue within the company. To tackle these problems, it is necessary to devise a planned solution which might utilise a variety of tools, techniques, and strategies to help the company overcome their workflow issues. 
 



[bookmark: _heading=h.3znysh7]Define a complex problem in the workplace including its scope and impact
Rapid changes in the business field are integral for the longevity of any business organisation. A business cannot run without proper collaboration, effective sound communication and teamwork. However, many things occur in the workplace which might result in the employees feeling negatively about their employer. Pizza Express relies on outdated technologies which may cause serious problems as technology plays a very vital role in a dynamic business world. A lack of useful technology may hamper the boost of the organisation to achieve its target goals. Archaic machinery, old infrastructure, stale atmosphere and underclaiming of the human resources could lead the competitors to gain recognition in the business competition and this may affect the health and the position of the organisation (OpenText, 2021).  Thus, different problems may affect the atmosphere and due to this, the productive speed may degrade which may not be good for the organisation. This is a key issue for Pizza Express as customers have a wide variety of alternatives and different outlets to choose. The scope and the impacts are being discussed below: -
Scope of the complex problem
Outdated technologies do not have a long-term scope as they cannot be helpful for survival in the profitability field. Due to this problem, the organisation, in this case Pizza Express, will lack the skills which will be required to boost the working speed and will face several difficulties. Without proper updating, a system cannot progress and will cause a delay in productivity (transpoco, 2021). 


 Impact of the complex problem
As a result, the organisation is likely to be negatively impacted and if the organisation is lacking in a variety of areas, they are less likely to foster a good customer base which would impact on the company’s overall profitability. Failing to update technology will degrade the speed with which the company can function but also means they are less likely to be able to take advantage of any further opportunities to learn newly adopted ways of working. 
There is no structure in place for dealing with orders with the kitchen getting a significant back log of tickets both from Deliveroo and customers in the restaurant. This is as a result of failing to modernise the kitchen ticketing system and relying on paper orders which demonstrated that old technologies are often more time consuming for the production of the goods and services. The old machinery may get damaged anytime and due to this the whole production procedure will get delayed and this will lack the optimum utilisation of the collected resources (change board, 2019). 
Issued with ordering materials so running out of stock and not being able to complete customer’s orders is also an ongoing problem for Pizza Express. This has been exasperated by the recent disruptions in supply chains but can be caused by in affect stock counting or missing delivery slots. 
The space in the restaurants at Pizza Express is not well utilised as they have failed to adapt to the changing marketplace. As a result, there is no space for deliveries to be prepared or stored when completed and orders are often missing items or are sent to customers cold which results in complaints. Likewise, the space and staff in the kitchen are not well organised which leads to poor teamwork and affects morale.
 The managers at Pizza Express have increased the workload for their staff but often don’t communicate or assign roles effectively. This leads to confusion and lack of willingness to work for the company. Furthermore, as there is little incentive to stay, and recruitment and retainment of staff is an ongoing problem. 
[bookmark: _heading=h.2et92p0] Analyse information on the identified problem, to help inform the decision-making process
After the information has been collected and the data has been analysed thoroughly it can be included in to support the decision process when it is proposed to the organisation. The analysed information will help Pizza Express to overcome the problems being faced with the view of determining why their profitability and growth has been hampered. A group meeting will be held to enable the staff to feel included and to get their input on how best to solve problems. Once the meeting is concluded, staff should be allotted tasks to carry out to upgrade their own performance (CliffsNotes, 2021). Frequent discussions and collaboration between staff members and different stores will be needed to ensure unity in the company and to evaluate progress. This will be a great opportunity to see what works well and what can boost the performance in other areas of the company also. 
[bookmark: _heading=h.tyjcwt]Propose a range of alternative solutions to the problem.
Proper division of the given task- An efficient management system manages the desired task properly analysing the importance. The work must be assigned properly and appropriately to each individual staff member taking into consideration their skills and performance of the employees. In the long run this will take less time and will protect the work from many mistakes (Belton, et, al., 2012). It will also prevent overloading certain team members and help to distribute work fairly.
Implementing of training- Implementing proper training in the employees will help them to get the proper information about the task, the way of working and vice versa. Proper training also plays a vital role in providing knowledge of the field in which they will work and ensuring company standards are being upheld. This is especially important in Pizza Express’s case as all staff members need to be aware of food safety and hygiene so as not to put the public at risk. 
Use of updated technologies- Technology itself is the most dynamic word as it contains the whole procedure, information, systematic process, and the speed workings on which the whole world relies (Cottrell Stella, 2017)
Implementation of the highly advanced machinery will help the organisation to increase the speed rate of productivity and will help in the optimum utilisation of the resources. Keeping in mind the scarcity of resources, an updated technology will reduce wastage, which will reduce pollution which will be healthier for the environment as well (Gavin, 2020). In Pizza Express it is important to remember a vital link the the chain is the staff who are completing the orders. Currently it seems only part of the organisation has been updated i.e., joining Deliveroo and taking online orders. However there has been no fundamental chance to the working dynamic in the restaurant which is clearly causing issues. 
Optimised communication- Effective sound communication is important to cut down time-wasting meetings. Proper methods are needed to know about the employee's expectations as well as the dedication and the interest in the tasks which have been assigned to them. This is key for Pizza Express who have already increased the workload of their staff members but have not increased wages.
[bookmark: _heading=h.3dy6vkm]Use a decision-making technique to revaluate a range of solutions to identify the most appropriate option
The best option which can be chosen keeping in mind the decision-making process is the upgrading of the usage of modern technology. According to the observed decision, technology is the most important tool which can be helpful in solving the outcomes of the problems. Adopting highly upgraded machinery, using smart processed computers, all are helpful for the rapid increase in productivity and the utilization of scarce resources. The adoption of the newly upgraded technologies will build the skill of the employees, will develop, and improve the knowledge of the individuals which will let them stay updated with the latest trends as well (Thompson, 2020). Technology usage is less time consuming and helps and organisations to save unnecessary costs and will input the habit of going with the BYOD devices. Although Pizza Express uses iPhones and monitors for waiters to put in customer’s food orders the kitchen still uses paper tickets which frequently causes issues such as losing tickets, unclear printing, long wait times. This shows that the organisation cannot just modernise in one area and expect all their performance issues to be solved. 
Furthermore, since the majority of Pizza Express’s competitors already utilise technology more effectively, customers have come to expect that it is an industry standard. Ignoring current/future workplace trends will hinder the organisation as slow implementation of technologies will give the competitors an opportunity to boost up their performances. It can have a negative impact on the morale of staff, may decrease the revenue and will mean Pizza Express Is more likely to have a poor reputation among the general consumers (Soukup, et, al., 2018, p.49). 
[bookmark: _heading=h.1t3h5sf]Develop a plan for implementing the solution
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Fish bone diagram
Source: (Nordin, et, al., 2020, pp.1356-1362)
Using the fishbone model the problems facing Pizza Express can be easily viewed and addressed. It is also a good tool as it helps the organisation to visualise the problem in a logical straightforward way and it is easy to follow. After deciding the best tool and the techniques necessary for implementing for the better performance of the workflow, a proper plan is needed to execute the same. 
Focus on fast delivery
The above model also shows the area which needs most help and in this lack of support to complete new orders generated by Deliveroo. By expanding the takeaway business, it has generated profit and helped to sustain the company through various lockdowns. However, this new customer base is unlikely to stay brand loyal if they have negative experiences such as long waits or cold food. In addition, the management has focused on developing the online marketing procedure to engage more customers with the organisation. However, if the issues with staffing and by constantly expecting people to take on more roles without increasing wages then all the benefits from this marketing will ultimately negatively affect the company if they are unable to fulfil promises made to consumers.  They are paying for the best quality food products made in the kitchen as per the requirement of customers (Nordin, et, al., 2020, pp.1356-1362) and if they don’t receive this then they will go elsewhere.
Expanding the business
In recent years Pizza Express has been forced to close several its restaurants as the hospitality industry has changed due to a variety of factors including Brexit, COVID and changes in consumer trends. As a result, Pizza Express is focusing more on takeaways and deliveries and one suggestion might be to refurbish stores to redistribute the floor plan with smaller areas for eat-in customers enabling the kitchen to be expanded. More competitive recruitment and incentives to retain staff is needed to ensure that employees will be more concerned about improving the quality of the food items according to the needs of customers (Xing, et, al., 2019, pp.4193-4207). Assigning staff just to deal with Deliveroo and online orders in the kitchens as well as front of house is likely to reduce the wait time for customers in the restaurant.
Engage more employees with the organisation 
Pizza Express lost a huge number of employees because of the separation between the UK union and the EU union. Business tax was increased for this Brexit movement which hampered the business growth of the organisation (Carnevale and Halak, 2020, pp.183-187). The resulting staff shortages have left the hospitality sector grossly understaffed. Management therefore needs to take the initiative to engage more employees with the company as there are lots of options now available to people experienced in hospitality. Likewise, there is currently no incentive for staff members to stay working at Pizza Express, so they are seeking opportunities elsewhere with competitors who have already increased wages. The organisation needs to make an innovative plan to provide a suitable work environment to the employees to increase their job satisfaction in future. Moreover, management will recruit more employees for the growth of the organisation. Similarly, there needs to be more tech support for issues customers might have with online/Deliveroo orders so hiring in this department is also needed in order to provide 24/7 services to the customers through online websites (Haseeb, et, al.,2019, p.154). 
[bookmark: _heading=h.4d34og8]Communication of the plan to stakeholders
Communication with customers 
Effectively communicating with customers and being honest and realistic with them about wait times is essential. A digital system in the kitchen would enable all staff to see the build-up of orders and where the delays are. This can then be communicated to the customers in a sensitive way and further training on diversity and dealing with complaints should be offered to staff. This will boost staff morale and moreover employees will develop the process of delivery and will be proud of giving the best services to the customers (Ferri, et, al., 2020, p.86). 
Communication with suppliers 
Good communication with the suppliers is essential especially since there have been issues with distribution. Management should make use to the fishbone diagram to see how the lack of products has a direct impact on the customers satisfaction and the company profits. Managers should take a more proactive approach calling to enquire if there are any items missing rather than waiting to find out once the delivery has arrived. They can then make alternative arrangements to still ensure the customers have the full choice of all items on the menu. Management should be focused on giving food orders to the suppliers on time and ensuring they have enough items in stock. 
[bookmark: _heading=h.2s8eyo1]Monitoring and review techniques for ensuring successful implementation
Surveys of the customers
 Feedback from the customers is an important monitoring system to review the progress of the business. Employees will take the positive and negative feedback from the customers for monitoring   the progress of food quality (Kleib, et, al., 2021). Likewise, service and waiting times can also be shown by evaluating the customer’s experience. It is a good way of gaining insight with how Pizza Express are faring when compared to their competitors. Pizza Express has recently changed to using Google reviews rather than an internal feedback system. This has the benefit that potential customers can also read the reviews however if there are negative comments it might impact on the restaurant.
Employees’ feedbacks
The management should take feedback from the employees about the job satisfaction and feed this back to Pizza Express. Often progress meetings can be a good way of achieving this and of highlighting areas of improvement, offering incentives and guidance or further training as required. 
Track of performance activity 
 Tracking the performance of employees is the important reviewing techniques of the implemented solution. The actual productivity of the employees will be evaluated through the monitoring process of the organisation (Mayer, et, al., 2016).  Furthermore, by tracking performance it can result in streamlining the process, relocating tasks, or delegating more depending on how the individual is responding. With the recruitment drive it is important to keep following up with new employees to ensure they are happy to reduce staff turnover. 



[bookmark: _heading=h.17dp8vu]Conclusion
This particular report has focused on problem-solving techniques and tools that could be used by Pizza Express to deal with critical issues. Along with this, the report has effectively described the decision-making process and alternative solutions which are available for management to explore. Areas such as staffing, kitchen expansion and retraining have been explored along with the importance of keeping pace with competitors. Technology and the implementation of it in hospitality which is a turbulent market has been indicated as one of the main areas where Pizza Express could really improve. Moreover, this report has shown a simple way of indicating these problems to management teams in a clear and logical way. Further, the report has effectively highlighted the most suitable review and monitoring process for the implementing of the solutions in an effective manner. 
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