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Executive Summary
This is a consultancy report for Sea Hotel, a hotel situated in Blackpool, which has a problem with the restaurant that it owns. This venue used to be the most popular in town, most events were held here, and customers used to come to dine here, especially in the weekend. A new manager came on board 9 months ago, and since then things has changed. Introduction section will describe in more detail the hotel and will outline the problems that the restaurant faces now. Scope and analysis section provide a list with employees in this department. Location has a good potential for its purpose, a SWOT analysis and a PESTEL analysis will support this. Main body section describes in more depth the potential of the location and how to improve the problems that it faces now. Another list more detailed with the problems that the restaurant face now is provided before finding and results. Under finding and results section there is a table provided with all my findings during my observations and documentation about this location. Action plan also provides a table with problems identified, solutions found, desired outcomes, time scale, completion date, and an estimated planned budget. Recommendation section provides a shorter list on my findings and problems that must be solved. In conclusion, there is an overall of the issues that Sea Hotel restaurant faces now and a summarise of fining and action plan. 
Introduction
Consultancy reports are often written to a nonspecific audience. They are written as a response to a request for some information and improvements from an organisation or a business. As a consultant, is my responsibility to make sure the reader can understand the information that I present. (Southampton, 2022)
Sea Hotel is a three-star hotel that is situated in Blackpool and opened its doors to guests in 2010. The hotel has 70 rooms situated over 7 floors. The main issue in the hotel over the past 6 months has been the food and beverage department. The hotel is not that popular for its hospitality, but it is for the venue that it has and the success events that they organised and for delicious food that they served. I’m talking at past about their venue because they don’t do well at this sector at all. Guests do not book events anymore, and some of those that have already booked by now, they cancelled their booking because of the bad reviews the hotel has. The hotel does not have a good marketing strategy anymore, a new department manager started 9 months ago, and since then the marketing hasn’t has as much attention as before. 
· The current problems across the department: 
· Lack of marketing
· Financials are not managed as they should be managed 
· Employees are very slow in performing their job, especially in the kitchen 
· Customers needs and preferences are not listened
· Quality of service, products, and food is poor 
· Employee turnover 
· Food preparation and service
· Cleanness 
John Williams, the general manager has asked for a consultancy report to be handled before Christmas holiday, so he can have a fresh start with the new year. I will analyse all these problems using different frameworks like PESTEL analysis, SWOT analysis, etc. and I will hand over to him the changes that I am sure will make the Sea Hotel restaurant a great place venue that will organise the best events for their guests.  
As a consultant with experience, I solved harder and more difficult issues in a restaurant or hotel, there is a way for each of the problems that the company faces now. First, they need to have a good marketing strategy in place to build up their reputation again, they financials needs to be monitored by an accountant and every pound must be justified on what is spent and money must be invested in good quality products. The problem that the management has with employees must be sorted out as soon as possible, because staff are more then important in a company, the company can not offer its services without employees performing their job as they should do, so customer’s needs and requirements are not met. 




Scope and analysis 
Is hard to choose a hotel where to stay when as a guest you see so many offers and opportunities online. Once a guest has decided what hotel they want to pick, the next step is to natives the feedback and facilities that the hotel has. (Store, n.d.) Sea Hotel is classed as 3-star hotel, but their problem is not housekeeping or other services, their problem is restaurant and venue, which used to be a very popular one and clients used to book it for very special events if their lives. One of the biggest responsibilities in a restaurant is to make sure that there are enough ingredients in stock. Establishing prices that achieve the maximum profit margins is a vital part of restaurant operations. Knowing the costs will help making the best decisions for the company as a profitable business and for the client as a consumer that want a good balance between quality and price. When it comes to preparation and service, food quality should be monitored, track inventory usage, and ensure customers are served quality food. Cleaning is a massive issue in a restaurant. A restaurant that is not clean does not inspire trust, nobody wants to eat in a dirty restaurant, because if the restaurant is dirty, you do not have to think a lot about how clean the kitchen is. (Weatherwax, n.d.)
· Staff that are currently working in the restaurant: 
· Manager
· 2 chefs, one on each shift 
· 2 cooks, one of each shift 
· 2 kitchen assistants, one on each shift 
· 4 serving staff, two on each shift 
· 2 cleaners, one on each shift 
· 2 bar attenders, one on each shift
When it comes to events, the restaurant has enough staff in the kitchen including chefs, cookers, and kitchen assistants, but outside serving staff must booked for the events. The company does not want to employee permanent servers for events because they are very rare these days and they can not give them enough hours to work. 


· SOWT Analysis 
SWOT analysis is a strategic planning technique that is used by a person or organisation to identify Strengths, Opportunities, Weaknesses, and Threats related to a business or project planning. This analysis is used for the decision-making process as a tool for evaluation of strategic position of the organisation. This tool is very used because it helps identify internal and external factors that are favourable and unfavourable to achieve the objectives of the organisation or project. SWOT has been described as a tried-and-tool of strategic analysis but has also been criticized for the limitations that it has, and alternatives has been developed. (Wikipedia, 2022)
	Strengths 
	· Has a beautiful venue, with potential, that can hold events of 300 people 

	Opportunities 
	·  To promote this beautiful venue and attract clients 
· To update the menu a bring new recipes to clients, based on fish and sea food 

	Weaknesses 
	· Poor marketing and financial management 
· Staff turnover and low morale
· Poor food quality and service 

	Threats 
	· Competition’s services are better 
· Employees are more loyal 



· Strengths: Sea Hotel has a beautiful modern venue and is big enough to hold events with up to 300 people for example wedding, anniversaries, celebration. Surrounding competition hasn’t a got venue as big as Sea Hotel. Combination of colours that the venue has is perfect for any décor style and colour, the main colour of the venue is nude. 
· Opportunities: Sea Hotel can attract customers back to them if they improve their services. As mentioned in strengths, venue is very big, and competition does not have as big. Another opportunity to this hotel is to bring to the menu recipes based in fish and sea food, being a location at seaside. 
· Weaknesses: One of the main weaknesses that this hotel has is employees. If they do not perform their job as they should do and clients are not happy with the services and food, investing money to bring the venue to its best standards is for nothing. Marketing has to play a massive role after changes are made, everyone needs to be aware of what is new at Sea Hotel and financials have to be monitored by an accountant because there are money going out that can not be justified. 
· Threats: Competitors offer better service to their clients because they have loyal dedicated employees.

· PESTEL Analysis 
A PESTEL analysis is an abbreviation of political, economic, social, technological, environmental, and legal factors. This is a good technique to find out opportunities and threats in a business external environment. One an owner or a company has clear picture of the external factors that affects the business, a decision based on this that improves the business can be taken. As a restaurant, there are internal environment factors which are controllable, for example employees, financials furniture, but external factors are not controllable, for example safety guideline, tax reforms, consumers change, technology. (Farooq, n.d.)
	Political 
	· Increased inflation 

	Environmental 
	· Good cleanness should pe in place inside and outside the restaurant 
· Donate leftover food to charity and needy people 

	Social 
	· Awareness about organic food 
· Increased people’s dependence on ready-cooked meals. 

	Technological
	· CCTV around the restaurant and kitchen areas 
· Computer software
· Online marketing via social media platforms 

	Economic 
	· Growing tendency of people to eat out 
· Growing inflation 

	Legal 
	· Food quality and hygiene criteria 
· Safety standards 



· Political: Inflation has increased a lot lately and this mean that our costs are also increased. A review on the menu, ingredients and recipes must be reviewed and updated. The restaurant already has a problem with purchasing low quality products because of financials, but now they must look at this even more. 
· Environmental: cleanness is a big problem at the movement in the restaurant, toilets, bar, some areas in the kitchen and restaurant does not look clean at all. Nobody want to eat or have an event in a place that is not clean and smell fresh. 
· Social: these days people are more dependent on ready-cooked meals. It is easier for people to order food through an app or direct to the restaurant, this a way will help increase selling food. Also, people are more aware about what they eat these days, dietary requirements are more often in client’s preferences i.e., organic food, vegetarian or vegan requirements. A menu with a good variety of vegan and vegetarian meals and a list of organic products are a good way to attract customers. 
· Technological: the restaurant has CCTV’s but not all of them are working, and those that work is not good quality, the image that they give is not very clear. Money must be invested in this because CCTVs are very useful in case of an incident or to monitor what is going on if fraud or other kind of offence is suspected. Computer software is essential in monitoring finances because lead the company to fewer errors and more profit. The restaurant does not have a software now, finances are monitored by the manager. In past has find out that an amount of money has been disappeared and nobody could of explained where the money went because nothing of that amount was purchased at that times. Marketing is another area where this restaurant needs a lot of improvement. Online marketing is the biggest marketing strategy these days, everyone uses social platforms. The restaurant needs a web page, a Facebook page, Tik Tock to advertise their events and Instagram account. 
· Economic: There is a growing tendency in people going out for heir meals more often, not just in special occasion. As a good marketing strategy, specials days like Valentine’s days, St. Patrick’s Day, and other British celebrations can be celebrated with food cooked with special plating, special meals, or decorations can be put in in theme with the celebration. 
· Legal: food quality and hygiene criteria does not meet the legal expectations. If an inspection would come today to inspect this restaurant, it will immediately be shut down because if poor hygiene standards and food not stored appropriate. Paperwork must be out in place and cleaning rota must be done in the kitchen so whoever works in the kitchen is responsible to make sure that food is stored as it should be, at the right temperature. Safety standards are in place by law, fire exists and emergency system in place. 

Main Body
Poor efficiency in restaurant can be caused by poor stock management and rotation, staff missing items of order and bills, and lack of table management. These are the main reasons that results in poor stock efficiency, waste money, poor customer satisfaction, lost sales, and low staff performance, problems that the restaurant at Sea Hotels faced this time. (Burton-Hughes, 2017)
Ways to improve restaurant’s operations: 
· Increase restaurant sale
It’s easy to slip over the restaurant business bottom line but cutting food and labour costs and managing margins can’t be taken lightly. Improving ROI is critical for a restaurant success and there are many options to increase restaurant sale depending on what the restaurant problems are. No matter what tips you adopt, make event management easier for your customers and your team. (News, 2022)

	Optimise your menu 
	Customers prefer menu that are very detailed and if they also have pictures of the food is event better because kif they see an appetising food of a dish, they are likely to order it. As people, we first eat with our eyes, then with the mouth. Vegan, vegetarian, and organic food must be introduced more in the menu because customers are more alert about what they eat these days and the number of vegan or vegetarian clients has increased a lot these days. Ideal like daily menu deals can improve selling, with a starter, main, and dessert at a reduced price. 

	Throw a theme event 
	This a very useful way to promote your services, especially when you want to show your clients that you improved, and changes have been made in the restaurant. The report will be handed before Christmas, so an event will be a great opportunity to show the customers what the restaurant can offer them now after new year’s I would be even better to hold a New Year’s event with this occasion, but time is too short to arrange an event like this. 

	Secure a social media presence 
	Majority if our customers are on social media, and we need to be where they are. Social media is a very handy way to promote the restaurant on different social media platforms. Events with special occasions can be advertise, people can see the events that the restaurant organises, and they can book their night if they like. Menus also can be advertised daily on social media, especially if the restaurant has a daily menu. 

	Sell branded products 
	Brands attract a lot of customers these days. Selling coffee of a strong brand with their logo on the cups is a good idea, employees can wear aprons with a strong brand’s logo on i.e., Coca Cola and where possible, mention the brand on the menu, for example, on wine menu. 

	Increase speed of service 
	Nobody want to wait for their food or to be served for ages, especially when you are hungry. Sea Hotel restaurant already has a problem with staff efficiency. A way to improve this and make service go faster is to provide the servers with a POS (a mobile point of sale device) that gives the ability to send the order direct to the kitchen, saving the time that they spend going to the kitchen. 

	Adopt a loyalty programme 
	Look at the budget and offer the loyal customers a programme to make them return to the restaurant. This kind of programme will also attract customers that are not that loyal if they can save some money by getting sale or promotions at the menus. Some restaurants give loyal customers sale cards or coupons, but no matter what way a restaurant decide to approach, the key is to make it simple to access for the customers because is more likely that they will participate if they see something simple rather then something complicated. 



· Staff training programme 
In business is essential to make sure that employees are equipped with all the skills and knowledge that they need to perform their daily duties efficiently and staff training is one of the methods of doing this in a structured way. By offering your employees the change to grow and learn withing the company the changes to retain his employees increases and you also create a workforce more skilled. The benefits of training employees are improved productivity, increased efficiency, more accountability, less support required, an established standards for trained members of staff, a more transparent company structure, opportunities for employee’s development by tracking personal growth. (Citation, 2022) 
Looking at staff that works in the kitchen, the most important trainings are those related to food hygiene and safety regulations: Food Hygiene Regulation 2006, The Food Safety Act 1990, and Regulation (EC) 178/2002. (Burton-Hughes, 2016) Waiters and bar attendances should have a training in customer service to be able to mee customers’ needs effectively. 
These trainings were delivered to the employees years ago, and employees that came in the meantime haven’t had any of these trainings. Employees must have their trainings up to date and a trainer should be arranged for this, because some of the concerns and problems that this restaurant has are related to storage and food cooking. 
	Positive aspects 
	Negative aspects 

	Had the best reputation for organising events 
	Poor management

	Fully staffed 
	Poor customer service 

	Located in centre of the town 
	Poor quality of products 

	Big venue with capacity of up to 300 people 
	Poor marketing 



Management is the first negative aspect that must be improved, because if the manager does not lead the team in the right direction no matter what changes the restaurant make, they will not get where they want. Customer service is the second on the list of improvements. Customer service goes above marketing because if customers leave the restaurant happy and content, they will leave good reviews and will recommend the location further and that is the best marketing strategy. 
· List of issues that must be sorted out in the restaurant: 
1. Lack of marketing- restaurant is put on the hotel’s website, so it does not need its own website, but can have its own social media page for events and celebrations. Another strong marketing strategy is to set up a google business profile. This allows the restaurant to appear on google maps local search results, and the right-side knowledge panel in regular search result, but is essential to keep information here up to always date because eaters love do research online when it comes to going somewhere to eat. (McCormick, 2022)
2. Poor financial management- tracking the cashflow is the safest way to manage the finances. All that needs doing is to check how much money is coming the restaurant curing a certain period how much is being spent on expenditures, and how much is left on hand at the outline itself. (Massimo, 2021) Going from here, to create and follow a monthly budget is not hard, so someone can closely observe what is going out and what is purchased, and if the restaurant really needs the purchasing. When deciding to purchase something, the manager should write a report and define when the product was purchased, does the restaurant need that product immediately, how much it was, and why the purchasing decision has been made. Ingredient costs are also a big problem. A restaurant should find good quality suppliers at good prices. Now in restaurant are just poor-quality ingredients, because of shortage of finances.  Analise the current supplier’s price and what else is on the market, and if there are better quality suppliers at the same prices, choose them, because is better to have better quality products and pay the same money. 
3. Employees perform their job very slow, especially in the kitchen- employees motivation and low morale is another problem in this restaurant, and because of that they do not perform their job as they should to, and they are not efficient. Employee motivation required clear communication with them. Recognise when an employee meets your expectations and show them appreciation and value, but before that, communicate them very clear your expectations and what you want them to achieve at the end of the day. The relationship between manager and employees must be based on respect and professionalism. Of the manager pass that line and gets too friendly to the staff, they will not respect the manager’s work, achievements, and they will not perform their job at their best, because they do not fell that the manager can tell them off or discipline them because of that friendly relationship. (Stobierski, 2019)
4. Customer’s wishes and needs are not met- an online research states that a few of customers’ needs in a restaurant are focused attention by staff, high quality food, a server to be around in case they needs something (Andrews, 2022) and last but not least, customers expect meals to be prepared perfect. This restaurant does not meet customer’s expectations as they should do, they do not treat them as they wanted to be treated when they go in a restaurant. Looking at some of the reviews lately, a lot of customers complained about the quality of food and they way it was cooked, poor waiters service, and they had to wait a long time not for their meals, but for drinks also. 
5. Poor quality service- because the restaurant has poor quality service, employees should receive training for an excellent customer service, they should communicate effectively during the shifts, ensure accurate wait timing, and inform customers about the wait time. In case wait time gets longer in some circumstances, keep the customer busy and offer a little snack. For a better-quality service and to save employees time technology is a good partner in this case. (Times, n.d.)
6. Poor quality products- poor quality products are due to wrong supplier or finances not being managed properly. The manager should keep a close eye on this, because good quality food can not be provided if the products are the good quality. If the finances are not enough to change the supplier for a little bit more products, then another supplier should be considered, and this market sector reviewed. 
7. Employee turnover- one of the strategies regarding employee turnover is to recognise and reward employees that attends on their shifts. Employees that have poor attending should be disciplined and a warning should be given, even if they are needed in the restaurant. This will show the others that turnover is a very serious problem, and they get disciplined for it. 
8. Cleanness- cleaner duties should be reviewed and the matter of why the restaurant is not cleaned a sit should be needs to be find out. If the cleaner can not do all the jobs itself, then at least another part-time cleaner should be employed for better quality of cleaning. Training should also be provided to the cleaners, so they understand why cleaning is important in a restaurant. 
9. Lack of training- the best way to provide training si to find a good trainer. If the company does not have the costs for a trainer, there are videos which employees can watch, or book trainings that they are given to complete and return to the manager. 

Finding and results 
	Lack of marketing 
	Since new department management came on board, marketing hasn’t had as much attention as it should have. The company needs a good marketing strategy to pick up what they lost in the meantime. 

	Poor finances management 
	Finances are not justified as they should be, there is poor documentation about where the money go and how much is spent on what and the department do not work with an accountant. 

	Poor employees’ performance 
	Most staff members are not performing their job as they should do anymore, they are not interested on serving the clients as they should be and their service is very poor 

	Customers’ requirements not met 
	Because of poor staff training programme customers’ requirements are not met anymore because staff do not listen to what their needs are, and do not pay attention for then because of poor employees’ performance. 

	Poor quality of service and products 
	Both chefs on duty should be an accordance of what products should be brought. A list should be made regularly of the products needed, these must be good quality products and they have to be cooked with good taste. 

	Poor cleanness 
	There is poor cleanness around the restaurant, especially in toilets area and kitchen and cleaning products are not used as they should be. 



· Lack of marketing: marketing is essential these days, especially when there is competition on the market. In this case, competition took the restaurant’s clients especially for the venue because of poor marketing and advertising. For marketing o make a successful impact of the business some finances need to be allocated. As well, all restaurants should have a social media presence because social medica channels provide an inside look of the restaurant and help building a relationship with clients and one of the most benefits of social media is that it allows you to interact with your customers. In this way you can make your business more real online, which can help to increase success, but if you do not interact with the customers, they feel like you are giving them a cold shoulder. (times, n.d.)
· Poor finance management: things like budgeting expenses, preparing a cashflow statement and forecasting will help organising finances. Budgeting will avoid confusion and keep track of expenses. You know your total fixed costs; your complete working costs and how much money you have and have accounted for how much you can take. A cash flow statement will tell you how your daily activities are impacting the amount of cash and cash equivalents you have in your business. (times, 2021)
· Poor employees’ performance: in most of the occasions poor employee’s performance is down to the management because they are not complemented enough, trusted, and some managers are not flexible with them. Detailed and positive feedback is very important to keep staff engaged and motivated and it also make the bad feedback more effective, because when someone hear just good things from you, and they pay attention when you have bone to pick. (McGuire, 2022) Also, being more flexible and understand them when they need certain days off or they can only work certain shifts will make them feel appreciated and will make a respectful connection between you and them. 
· Customers requirements are not met: employee do not pay attention on customers needs anymore, as an example, their service is not as professional as it used to be, they are not acknowledge when they walk in the restaurant, and if they have special requirements or dietary this is not always respected due to poor practice. When customers walk in a restaurant, they expect to be acknowledged. Regardless of what type of restaurant you manage, make sure there is always someone to greet the customers when they walk in. Customers also expect to get their order right in an appropriate amount of time and solve problems quickly and courteously. When it comes to food, it has been proofed that is more important to clients that food is simple and has good taste, made with quality ingredients, then to be fancy and pretentious. (Morley, 2022)
· Poor quality of service and products: Customers appreciate more simple and good taste food rather them complicated and sophisticated plating. To be able to cook taste food, you need good quality products, and Sea Hotel restaurant lacks at this point. They pay for cheap products which are not at good standards as good brand products. Because of this, there is also poor quality of service. 
· Poor cleanness: When eating in a dirty restaurant, customers are going to associate that with a dirty kitchen and will be concerned about the safety of the food that they eat. Food safety damage the reputation even of big chain restaurants. Cleanness is an essential part of customer service because making sure that each guest is eating in a clean area almost as important as bringing out the right food. A clean establishment is also important in making a good first impression on guests and help boost customers loyalty. (Services, 2018)

Action Plan 
	No
	Problem 
	Solution 
	Desired outcome 
	Time scale 
	Completion date 
	Planned budget 

	1
	Lack of marketing 
	Employee a marketing officer 
	To bring online marketing at high standards and be present on social media platforms and web site 
	2 months 
	2nd of February 2023 
	£3,500 per month 

	2
	Poor finances management 
	Employee an accountant 
	To keep track of monthly income and expenditures 
	2 months 
	2nd of February 2023 
	£2,000 per month 

	3
	Poor employees’ performance 
	Complement them more often and be more flexible 
	Will build a relationship based on trust and respect between you and staff 
	2 months 
	2nd of February 
	£0 per month 

	4
	Customers requirements are not met 
	Book training every 3 months for better employee performance 
	Employees will have a refreshment of how they should perform their job and what customers expect from them 
	3 months 
	1st of March 2023 
	£1,000 per month 

	5
	Poor quality of service and products 
	Invest money in good quality products for a better food and taste service. 
	Customers will appreciate more a dush with better quality products and will return for delicious taste 
	2 months 
	2nd of February 
	~£200 per month 

	7
	Poor cleanness 
	Develop a checklist, create a schedule, and use effective cleaning materials 
	Better cleaning techniques will make customers feel more confident about the service that we provide 
	2 months 
	2nd of February 2023 
	~£150 per month 



1.           Lack of marketing: employing a marketing officer will bring venue’s           marketing up to where it should be. A person needs to be in charge to post on online platforms events take place at the venue, to post the daily menu so customers know what is served daily, and to keep them up to date with other benefits and offers. 
2. Poor finances management: The department do not have a person in charge with the costs that goes out from the company every month, there is nobody to give this report at the end of each month. Making a budget every month will help the manager to make clear what expenses can the restaurant make for that month, what budget can the kitchen have for food, and how the rest of the money are spent. 
3. Poor employees’ performance: Being more flexible with your staff and listening to their needs more will build a relationship between you and them based in trust and respect, and they will be ashamed to do something wrong or not perform their job as they should be. 
4. Customers requirements are not met: due to poor staff training programme, employees do not perform heir job as they should be and they are not organised. There should be made clear at the beginning of the shift what is everyone’s responsibilities during the day and what tables they should serve and attend. 
5. Poor quality of service and products: statistics shows that customers prefer to be served a dish that is simple and has good taste rather then a complicated dish with spectacular plating that has no taste. Investing few hundred pounds per month in better quality products will help chef prepare better taste products that will make customers return. 
6. Poor cleanness: Develop a checklist and create a schedule for cleaning staff to make sure that they know what to check regularly thought the day. Also, invest approximately one hundred pounds per month for better quality cleaning products that will make sanitary areas smell and look better. 


Recommendations
· Invest money in marketing for better sale
· Invest money in an accountant to keep track of you finances 
· Invest money in staff training programme for better staff performance 
· Invest money in better quality products for better service and better food 
· Invest money in cleaning products and organise cleaning staff better through their shifts so they know what their daily tasks are. 
· Completement employees more, be more flexible when it comes to their needs and create a familiar atmosphere. 

Conclusions 
In conclusion, Sea Hotel restaurant needs money invested the first 3 months to see a progress and to get back to their good service and happy customers. Looking at the table in action plan section, the total estimated about needed to be invested every ,865month for the last three months in £6,850. As a consultant with experience, I can guarantee that every penny invested will come back with profit and will be bring Sea Hotel Restaurant to what it was months ago. Looking at the SWOT and PESTEL analysis, the venue has big potential being the biggest venue in the town, but because of poor organisation and management must invest some money. This paper provides a clear list of how to improve the service and potential this place has, but like everything else in life, nothing comes easy, and we need dedication, finances, and a strong management. 
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