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  1.   INTRODUCTION


   The aim of this report is to investigate an organisation, explaining the sector where it operates, the size, the structure, the mission, the value, the target customers, SWOT analysis, role of the employees with the organisation and how they support the organisation achieve is goals. The report will also include employees training and development and why it is important to the organisation, the importance of the manager within the organisation and their role, skills, knowledge, training and development that is needed to carry out this role.






  2.   ORGANISATION: KASPA’S DESSERTS

   Kaspa’s Desserts is a Franchise which offers a variety of hot and cold desserts, drinks, for example: waffles, crepes, sundaes, milkshakes, smoothies, bubble slushes, coffees and teas. Their products are suitable for vegetarians.
   Kaspa’s Desserts was founded in 2012 by Azhar Rehman. Azhar started as a co-owner of Creams restaurant in Norbury, London in association with his family.
 Azhar decided to create is own brand and move away from Creams. Azhar  first store was opened in 2012 in Purley and second one was opened in West Croydon April 2013.

 According to the official Kaspa’s website, in 2017 Kaspa’s stores had 
manufactured 500,000.00 litres of gelatos for all the stores, 3.5 million waffles was served by Kaspa’s stores and 97.5 million facebook impressions.
 Please see bellow:
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 Kaspa’s is a company which is growing year by year.
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 3.  SECTOR WHERE IT OPERATES

    According to the Kaspa’s official website in April 2019, their are one hundred plus stores in the United Kingdom and another 14 more stores are set to be open for the next year.
  Recently they open the first international chain in Islamabad, Pakistan. The first outlet opened in April 2019 in the federal capital F-6 Markaz.




   4.   TARGET CUSTOMERS 

   Kaspa’s target audience is also food lover and desserts lovers of all ages and genders. The age group varies from children as little as babies to grandparents., parents and grandparents.
 Kaspa’s is place where is customers can enjoy luxury products in a family oriented environment.


     5.  MISSION OF THE ORGANISATION

   The mission of Kaspa’s is to become an influential name in the dessert market, offering the customers a remarkable experience in an enjoyable and amiable ambiance that can result the customers to return again in the store and also encourage them to spread the word about how amazing the desserts and serving are in Kaspa’s.
 

   6.  VALUE OF THE ORGANISATION

  According to an interview taken by THE GUARDIAN (30 November 2013), Azhar Rehman, when he was asked about the most important value for Kaspa’s, he said: “ Our products are no GM, suitable for vegetarians, hand made and imported from the heart of Italy with no artificial preservatives. We try to do the best, our coffee is fair trade because we wanted to help third world countries, to ensure they are fairly treated and paid, we have wide appeal to anybody and everybody. We achieve the best by staying true to where our products originate from.”

   7.  SWOT ANALYSIS FOR KASPA’S

The SWOT analysis helps the organisation to understand it is internal strengths and weaknesses as well as external opportunities and threats when entering in to a market.
  Kaspa’s SWOT analysis is showing below:

7.1  Strengths

· Kaspa’s manufacturing their own gelato with an unique and varied flavors, no other dessert outlet will supplies the same gelato;
· All shops are located on busy high streets with a lot of foot fall allowing brand recognition;
· Kaspa’s is national and recently international brand;
· Part of the food is prepared in front of the customers: waffles, crepes and sundaes, meaning that gives to the customers the possibilities to look at how their food is prepared;
· Kaspa’s works with the likes of Deliveroo and other food delivery companies, meaning that they are generating revenue and not relying on customers visiting the outlets, for example when it is bad weather customer preferring to order the food via delivery companies;
· Having in house distribution center and development team;



7.2 Weaknesses

· Competitors serving similar products and opening in similar areas;
· Rainy weather or bad weather conditions may affect sales negatively;

7.3 Opportunities


· Kaspa’s offers products for all types of allergies such as nuts, gluten free, dairy free and much more;
·  Is a growing business with new outlets opening on a monthly basis nationally and internationally creating brand awareness.
·  Kaspa’s is seen as a place for families and friends to socialize and celebrate all occasions such as birthday parties and anniversary;


7.4 Threats


· Kaspa’s have many competitors who open their outlets in similar locations, this could mean a reduction in sales due to customers wanting to try new products;
       
· The new sugar tax for sugary soft drinks has been approved in 2016 by the government and it has started in 2018. This tax caused prices to increase on products purchase by Kaspa’s.

·  School and people in general are promoting healthier eating, what is mean that the sales could decline as people want to eat healthier food;

· Bad weather condition could cause a decrease in sales revenue as customers are less likely to visit the branch;



   8.  ROLE OF EMPLOYEES 

   There are different roles within Kaspa’s Desserts, the roles included are: Branch manager, assistant manager, supervisor, barista, waitresses and kitchen porter. 
 The main similarity of the employees role are to ensure that they provide high level of customer service and high quality food.    The aim of customer service for Kaspa’s is to meet and greet customers, help with enquiries and complaints, giving advice about food allergen information and knowing the products and the offers within the organisation. The employees role is to seat customers to the table according to the group size, taking customers orders and making sure that customers are leaving the branch happy and they want to return to try the other desserts from the menu.
 By providing this kind of customer service, the employees are helping the organisation to achieve their goals of becoming an influential name within the desserts and food industry.

 9.   TRAINING AND DEVELOPMENT 

   It is important for Kaspa’s to provide high level of training and development for the employees. Providing a high level training and development to Kaspa’s employees, also helps with retention of employees.
  According to Kaspa’s compliance log book, the branch provides employees with different levels of training.
 The standard training provided for all employees is: 
 - Health and Safety and Food Hygiene;
 - How to open and close the shop;
 - Fire safety and risk assessment;
 - First aid;
 - Welfare facilities; 
 - General safety issue;

   The purpose of this training is to provide all employees an understanding about the branch policy and procedures.
  Ongoing training is provided on a regular basis to help with development of the employees. For example opportunities arise internally for employees to be promoted, meaning further training for the employees to grow to new positions in the organisation.

     10.  BRANCH MANAGER 

10.1 Responsibilities

  The responsibilities for a branch manager is to ensure that the restaurant operate efficiently and profitably while maintaining his reputation and ethos. The manager must coordinate a variety of activities, whatever the size or type of the outlet is and he is responsible for the business performance, quality standards and health and safety of the restaurant.
 Combining strategic planning and day-to-day management activities, what means that the manager must be creative in terms of marketing and business development. 
 The restaurant manager will need to:
· Analys and plan restaurant sales levels and profitability;
· Organise marketing activities, such as promotional events and discount schemes;
· Prepare reports at the end of the shift/week, including staff control, food control and sales;
· Create and execute plans for department sales, profit and staff development;
·  Set budgets or agree them with senior management;
·  Coordinate the operation of the restaurant during scheduled shifts;
·  Recruit, train, manage and motivate staff;
·  Respond to customer queries and complaints;
· Meet and greet customers, organize table reservations and offer advice about the menu;
· Maintain high standards of quality control, hygiene, and health and safety.
·  Check stock levels, order, supplies and prepare cash drawers and petty cash.


10.2   Skills for the store manager

   The skills needed to carry out the manager role for Kaspa’s, the manager  must be very familiar with:
· Management of restaurants and have awareness of customer satisfaction;
·  Excellent interpersonal skills for diplomatically handling staff and customers;
·  Strong English written and oral communication skills for managing business admin and personal matters;
·  The ability to cope under pressure since restaurant management can be challenging;
·  Team working skills to be able to lead a team and be part of it;
·  Strong planning and organizational skills to run a streamlined operation;
·  The ability to work independently and confidently to make it is own decisions;
·  Problem-solving ability to resolve the issue as they arise.
·  Positive attitude, resilient and open to new ideas;
·  Loyal and dedicated employee with and excellent work history;
·  Enthusiastic about wanting to learn new things and meet new challenges and able to adapt to all situations;






11.  CONCLUSION

     Kaspa’s is a young organization which is growing year by year. Kaspa’s have proven this by starting with one branch in 2012 and 100 plus stores with an outlet open in international regions by mid 2019.
   With Kaspa’s growing rapidly and the findings from the SWOT analysis, showing the strengths and opportunities begin greater than the weaknesses and threats. This is shown by the growth of the company in such little time.
  The Kaspa’s brand is driven to provide high quality products and high quality customer service. This is proven by the training and development scheme applied by Kaspa’s for their employees. They ensure that their employees are knowledgeable on all aspects of the business including the health and safety and food hygiene, risk assessments and product training and customer service training. Kaspa’s train their employees from ground up to develop and teach them the skills required to provide high quality customer service and produce high quality products. 
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