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EXECUTIVE SUMMARY

This report contains an analysis of the problems of Domino's Pizza Inc. Using formal problem solving techniques such as 5-WHY and Ishikawa Diagram, possible solutions and steps to deal with the existing problem were proposed.

The report states that the main problems of Domino's Pizza Inc. are: organizational culture, delays in delivery, poor quality of goods and services offered to customers and growing interest of the healthy food.

As a reason, a weakly qualified team of employees was indicated, lack of investment in employee training and health problems resulting from unhealthy food such as fast-food.

In the future, the company should focus on taking precise actions to provide employees with the right qualifications and thus better value for money and services. The report cites the scandal of 2009, in which employees posted videos promoting inappropriate, unsanitary behavior at the workplace.

According to the report, the company should also focus on introducing healthy supplements to its offer and minimizing the amount of fat in the products offered.

This report positively assesses the possibilities of solving problems in the company when taking the appropriate steps.
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Fig.1. Causes of Domino's problems based on Ishikawa diagram analysis. Source: Own development.













1. INTRODUCTION

	This report was created as a result of an analysis of the problems existing at Domino's Pizza Inc. Instructions and recommendations were put in it to solve these problems with the help of formal problem solving techniques. The report consists of 7 chapters. The first chapter describes the purpose of the report. The second chapter presents basic information about Domino's Pizza Inc. The third chapter details and analyzes the problems of Domino's. The fourth chapter is a detailed description of formal problem solving techniques such as Ishikawa and 5whys. The fifth chapter discusses possible solutions to problems. The sixth chapter describes the actions and steps to be taken to solve the problem. The last chapter is the chapter summarizing the report.

1.1. REPORT REMIT
	
The purpose of the report is to use formal problem solving techniques and issue stipulated recommendations for Ishikawa and 5 whys models to solve the problems of the Domino's Pizza brand.

1.2. DOMINO’S PIZZA INC. GENERAL INFORMATIONS.

Domino's pizza is one of the most recognizable and popular not only in the UK, but also around the world. Its history dates back to 1960, when Tom Monaghan and his brother James bought the pizzeria "DomiNick's" in Ypsilanti, Michigan. A year later James sold his part to his brother in exchange for a Volkswagen Beetle. In 1965, Tom, as the only owner, changes the name of the company to "Domino's Pizza, Inc.". Two years later, the first franchise Domino's pizza in Ypsilanti was created. Pizzeria Domino's has over 1,000 stores within United Kingdom, employing over 35,000 employees. Domino's sells over 94 milions pizza a year and have over a million fans on facebook.

1.3. DOMINO’S PROBLEMS

Domino's is struggling with the problems related to the size of the organization. The culture of the organization is the main one. Employees who do not have advanced training have a problem with working under pressure. The problem is also a small number of people on the change. The huge number of orders, their implementation and the number of obligations in connection with the operation of the store is transformed into delayed deliveries to customers and the collapse of the quality of products. For this reason, new employees can not adapt to the conditions and quickly change jobs. Low requirements for uneducated managers also affect the company's image and the quality of the offered goods and services. The managers can not control the employees, which is why the company is exposed to various types of scandals. An example of such a situation is the scandal of April 2009, when it was discovered that two employees of Domino's posted videos on the Internet, on which they showed unhygienic and inappropriate behavior in the workplace. In order to prevent the reputation of the company from falling, Domino's employees had to quickly identify the perpetrators and make efforts to keep the current movies disappearing from the web, while new ones never appeared there. If the scandal widened on the world scale, the huge Domino's corporation would be able to lose not only customers but also franchisees and employees. The battle with employees continues to this day. Domino's is still not properly recruiting employees and does not provide them with adequate training. By looking at customer reviews, you may come across complaints about delayed deliveries and poor pizza quality. In addition, customers are disgusted with unhygienic behavior of employees and ensure that they will not be longer Domino's customers. That's why Domino's spent millions to create the Pizza Turnaround campaign, during which they offered customers a new, better dimension of pizza. Domino's started cooperation with the FORD car brand in order to innovate the delivery department, in which products will be delivered by means of self-propelled vehicles. Currently, research is underway to assess of the idea.
Another problem of the Domino's brand is the growing trend of healthy food, outdoor eating and sports. People are more and more aware of the impact of nutrition on their lives. In general, families focused on healthy children's food and their better future decide on radical dietary changes in their lives. People are increasingly turning to healthy food that can be just as tasty as fast-food and thus less caloric. Y Prabhavathi, N T Krishna Kishore, M. Ramesh Kumar in their publication provided data according to which 55% of respondents want to change their eating habits to healthy. These results were supported by similar results observed in South Africa by Steyn and Marais (2010) among young consumers who found that 78% of all consumers in the sample indicated that they would choose a healthier option if it is available in the fast food menu. In addition, less and less often they have the desire to order food with home delivery and will go out to the air to sit down on the occasion and eat a meal outside the home. This is a bad news for the Domino's network, because it is mainly focused on deliveries. There is just a few Domino's stores which offering eat-in option.

2. PROBLEM SOLVING TECHNIQUES.

 In this report, tips to solve the problems faced by the Dominos corporation were developed using formal techniques to solve the problems of 5-why and Ishikawa diagram. Solving the problem must focus on removing its cause. Otherwise, the problem may appear again. 
One of the methods for determining the cause is the 5-WHY method. The creator of this method is Sakichi Toyoda. Taiichi Ohno, the architect of the Toyota Production System in the 1950s, describing the method in his book The Production of Beyond Large-Scale Production as the basis of Toyota's Scientific Approach. problem as well as solution becomes clear. " It covers two aspects: Why the problem arose? Why did not we notice this?
First, you need to collect information about the problem. We answer the questions: What happened? When? What is the scale of the problem? What are the risks and consequences of the problem for the customer, the user, the employer ?. The second step is to define a person (working group) that would help us define this problem. After these two steps, the problem should be precisely described. Then we start to ask the question "Why?" and after receiving the answer we ask the next question "Why?". We ask these types of questions about 5 times. It is assumed that the answer to the fifth question determines the cause of the problem. That's why the method is called the 5-why method. After finding the immediate cause of the problem, you can develop specific actions to eliminate it.
Another formal method of solving the problem is the Ishikawa diagram, or the Fishbone Diagram. The name comes from the name of the creator of the Kaoru Ishikawa method. It is a tool that allows for graphical presentation and identification of the causes of problems or results. In contrast to the 5-WHY method, this method first requires precise formulation of the "effect", and then through a detailed analysis of the definition of its "category of causes" and "causes".
The most common proposed categories of causes are 5M + E, which correspond to the words (Bachman, 2017, p.48):
1. Man
2. Materials
3. Machine
4. Methods
5. Management
6. Environment
The chart consists of the reasons and sub-sections. Each arrow means "contributes to ...". Only after identifying all possible causes of the problem, you should select the most important and issue recommendations to solve them. The disadvantage of this method of solving problems is the difficulty in classifying individual causes to the right groups or subgroups.

2.1. SOLVING THE PROBLEMS OF DOMINO'S COMPANY WITH THE HELP OF FORMAL TECHNIQUES FOR PROBLEM SOLVING.

5-WHY
	Healthy food is becoming more and more popular. This is one of the biggest hurdles for currently existing fast food chains. Most of the UK's population for years has been eating mainly fast-food. The result is excessive obesity in young people and even children. In addition to obesity, unhealthy nutrition increases the risk of heart attack, pressure problems and other ailments. Using the 5-WHY method, you can refer to the problem that Domino's is struggling with.

QUESTION 1: Why is the popularity of fast-food going down?
ANSWER 1: Because there is the trend for healthy food.

QUESTION 2: Why is there a trend for healthy food?
ANSWER 2: Because people want to feed themselves healthy.

QUESTION 3: Why do people want to feed themselves healthy?
ANSWER 3: Because the majority of the population suffers from obesity and other diseases related to unhealthy eating.

QUESTION 4: Why do people suffer from obesity and nutrition-related diseases?
ANSWER 4: Because they are eating fast foods that are not healthy.

QUESTION 5: Why are fast food not healthy?
ANSWER 5: Because they have a high fat content and low content of vitamins and healthy ingredients.

According to the above analysis, it can be concluded that currently the population is no longer as interested in fast food as in previous years. Health problems make people show their willingness to introduce changes into their eating habits. In a similar situation was McDonald's which a few years ago was considered a source of unhealthy food. However, after the introduction of healthy ingredients, maintaining their freshness and quality allowed to refute these opinions once and for all. Domino's could go as an example of McDonalds and focus on offering people healthier ingredients as additions to pizzas or other forms of food. In addition, if Domino's will offer the option of eating meals in the local, people would move more to counter the obesity. Such changes, however, adversely affect the image, history and traditions of the brand.

ISHIKAWA DIAGRAM
Another problem of the Domino's brand is the unqualified team of employees and the culture of the organization. The result is scandals and low quality of the offered goods and services, which leads to the loss of reputation and image as a fast-food leader in the world. Delayed deliveries discourage customers from ordering home meals because meals came often cold. Employees who are not properly trained are not able to offer high quality goods and services to clients. The problem was found using the Ishikawa diagram below.
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Fig.1. Causes of Domino's problems based on Ishikawa diagram analysis. Source: Own development.

On the basis of the developed diagram, it can be concluded that the main reason for poor quality of rendered goods and services are poorly qualified employees who are not provided with advanced training. The management team does not sufficiently control the work of employees, while employees deprived of the right to training are not able to cope with the tasks entrusted to them. The solution in this situation would be to provide appropriate training in hiring an employee and focus on audits. However, it would be associated with additional costs that the company would have to cover. However, thanks to changes, the company could achieve better performance from its employees, and thus offer customers better quality of goods and services.

2.2. PROBLEM SOLVING IMPLEMENTATION

After analyzing the problems that Domino's is currently facing, several solutions can be proposed that would improve the company's coordination. In the first row, it would be necessary to introduce routine employee training, on which they would acquire the ability to work under pressure (time management) and to fill higher positions with educated employees with qualifications. Thanks to this, new employees would be more willing to apply for permanent employment. It would also pay attention to the culture prevailing in the organization, which is a necessary factor for its proper functioning. The employer should open up to the needs of his employees so that they can thus offer better services to clients. Following the trends of healthy food, Domino's should focus on offering "new products" in its offer, in the form of healthy supplements. They could work on limiting the amount of fat in making their dishes and offer their customers the desired healthy food. An additional advantage would be to provide customers with the possibility of eating at the premises as an alternative to deliveries. Thanks to this, the number of delays in deliveries would be reduced and the desire to eat outside the home by the customer would be satisfied. The problem of delivering a cold pizza could be solved if Domino's took over McDonald's strategies. McDonald's had a problem with delivering fries in a hot form and was usually delivered in a mushy form. Ever since the company began to deliver products via UberEats Uber Technologies Inc. The problem disappeared "alone". The maximum delivery time was set at a maximum of 30 minutes, and before the meal was packed, every effort was made to make it fresh and hot. If Domino's followed McDonald's, the problem of delaying delivery and delivery of cold products could also be eliminated.

3. CONCLUSION

Each company is struggling with problems, but not every company can find its causes and solutions. By using formal troubleshooting techniques, you can easily find the cause and solution. The upside is that every person is able to analyze the problem on their own without additional costs. The companies are profit oriented, so the ease of using techniques like 5-WHY and the Ishikawa diagram allows them to skip the additional costs they would be exposed to if they had to hire specialists to find the cause. To sum up, Domino must work on his employee system as well as on the offer. This will keep your reputation and maintain a high position in the fast growing food industry.
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