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PROJECT INITIATION DOCUMENT (PID)


INSTRUCTIONS:
1. Give as much justification as possible for every question asked. This means, you must not limit yourself to just stating WHAT you believe is an appropriate response, but WHY.
2. ALWAYS provide an outline of the financial and cost imperatives associated with your project aim and objectives. Remember, you must be able to SELL your project idea.
3. Put effort into your PID and you will benefit when it comes to undertaking your project and writing your final report.


PID submission date detailed on module schedule



	1. Your name:
	KE LIAO

	2. Name of (client) organisation 
	Chinese restaurant STAR BAR (Swansea)


	3. Aim of project: 
To assess how satisfied the customers of Chinese restaurant STAR BAR in Swansea and design customer services preposition for Star.


	4. Objectives of project:
Lists up to four objectives that are each directly from the project aim. The objectives should be S.M.A.R.T (specific, measurable, achievable, realistic, time bound). 

Objectives:

              1.Pass online customer satisfaction questionnaire and analyse at least 50 questionnaires. 

2. Through the questionnaires to do a SWOT analysis of the STAR BAR.

3. Consider the necessary money, people, and resource of the project.

4. Giving realist customer services propositions to the project.



	5. What is the business case for considering undertaking the project? Justify how achieving the project aim will advantage and benefit the business and its stakeholders. 

The aim of undertaking this project is for improving the business performance of Chinese restaurant STAR BAR. Moreover, raise awareness of the competitors of the STAR BAR in Swansea, then designing a new differentiation proposition for the restaurant. 

Then, the following are the benefits of the restaurant’s stakeholders, and measures of the restaurants can do. 
	Stakeholders
	Benefits
	Measures

	Customers

	Increased understanding of customer satisfaction levels
	Analysis of the customer satisfaction questionnaires survey 


	Employees
	Improved the performance and engagement of employees in the restaurant
	Analysis of the customer satisfaction questionnaires survey and designing new propositions of customer services


	Owners
	Improved business performance and reputations for its restaurant 
	Analysis of the customer's satisfaction questionnaire survey and confirmation the specific money, resource and people putting into the restaurant


	Managers
	Improved customer services and employees better service performance and l engagement in the restaurant
	Analysis of the customer's satisfaction questionnaires and designing new business planning priorities informed by the voice of customers 








	6. 
 Identify the risks associated with the project and how these could be overcome.

In the restaurant industry, the main risk that needs to be mentioned reputational risk, which may influence the restaurant reputation. For the customers of this restaurant will consider their real and honest suggestions or evaluations would leave a bad impression on the restaurant’s owners. Also, the people may feel to fill up the questionnaires is time-consuming, leaving a dishonest reply for the questionnaires. If the questionnaires are of feasibility and validity, then it will improve the restaurant’s business performance. Otherwise, it will not affect the restaurant and even lead it to an incorrect way. So, in order to better fulfil the online questionnaires, little presents are prepared for those who submit the questionnaire.

Then, the risk needs to be considered compliance risk, cause the process of questionnaires transmission, and the people who complete the questionnaires are uncontrollable. The prepared present can arouse the target customers interest in filling the questionnaire, but it may also some people who just want this gift but not the customer of this restaurant or did not go to the restaurant once. Even more, this questionnaire may also pass to the restaurant’s competitors, suffering irrational evaluation. All of these will result in invalid questionnaires.

The third one is a financial risk, for the money used in the project is for preparing the present for those people who fill out the questionnaires. The amount of needed money is an uncertain factor. Because if people think that the present is too little and without sincere, then there will be few customers will do this job. Therefore, added more money is needed to arouse people’s interest to fill out the questionnaires.


	7. [bookmark: OLE_LINK5][bookmark: OLE_LINK6]List the resources you will need to make your project a success. These may include people, time, cash, technology, data. Say why you need them and identify any constraints that you may encounter and explain how you would overcome these.

The following chat shows the resources needed in the project.
	resources
	The information on the STAR BAR restaurant, such as its size, the number of its service people, the number of its dining tables, the environment and layout, the payment of its employees primarily its service people and chiefs, the freshness of its food, the waiting time before food arriving, and its menu. Besides the information on the STAR BAR, its competitor details are also needed, such as the menu and pricing of the food. Here, three competitors of the Star bar are chosen, SICHUAN SAVOUR, YUMMY GARDEN and WILD SWAN. All of them have their websites; then the websites also used as resources.


	people
	The STAR BARs’ boss and manager; 50 customers of the STAR BAR; 3 relevant people of STAR BAR’s competitors provided.


	time
	Minimum of 13 days is used to complete this project.


	cash
	Minimum of 50 pounds is used to give out little presents for the person who filled up the questionnaires.


	technology
	Application of online questionnaires; Gantt chart used to design the waterfall planning; telephone used to make a conversation or interview with the STAR BAR’s boss and managers and other relevant people.


	data
	At least 50 online questionnaires about the STAR BAR’s customer satisfaction.




The first constraint that may encounter is to be refused by the owner of the target restaurant.
As for this constraint, more time will be taken to persuade its owner, a full explanation of this project will be illustrated, and the aim of this project will be told.
The second constraint that may encounter is that there will not enough target customers to complete the questionnaires. As for this constraint, some gifts will be prepared to arouse their interest.
The third constrains that may encounter are the authenticity and effectiveness of this questionnaires can not be confirmed. For the people who fill in the questionnaires are unknown, and the process of questionnaires transmission is uncontrollable — as for this question, carefully selecting the questionnaires sending group.



	8. If primary research is involved, state what method you intend to use to collect your primary data — outline why a particular research method was chosen over alternatives.

Here the quantitative and the qualitative research methods have been used in collecting data. For the aim of this project is to research how satisfied the customers in the STAR BAR restaurant. The first thing that needs to be done is having a  comprehensive survey of this restaurant, such as the size of its dining area; the number of its service persons, chefs, and tables; and the pay of its employees. All of them need qualitative research to make a conversation with the restaurant owners, for it focuses on the discovery of the whole restaurants’ useful information. The second thing that needs to be done is designing online questionnaires for the specific restaurant. Here is used the quantitative research method, for it will set a series of questions and gather information from 50 people. At this stage, the focused topic is on customers satisfaction.



	9. [bookmark: OLE_LINK1][bookmark: OLE_LINK2] State from whom you plan to collect primary data and detail any challenges you anticipate.

On the one hand,  the people needed is the restaurant owner, for the restaurant’s size, the number of employees and location or state of operation will be needed in this research. On the other hand, 50 customers of this restaurant will also be primary, for the questionnaires needed to be completed. In this research, some challenges will occur. For the first thing, the authenticity and feasibility of the information provided can not be confirmed, for the restaurants’ businessmen will be afraid of suffering reputational risk. Second, owing to the time-limited, further research as interviews with the customers can not be realized. Third, for the questionnaires’ limited questions and customers’ out of patience or some other psychological factors, it is impossible to ask all the information needed. Last, for the sake of researchers’ lack of ability, the data of this survey might not be in-depth.



	10. Operationalisation 

Here, the waterfall planning method is used in this project, for it is easy to understand and manage the stages. The following a Gantt chart is designed to clearly illustrate the process of this project, showing the minimum time used in the plan.
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THE PROJECT OF THE STAR BAR RESTAURANT
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