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Question 1
Problem definition
Customer satisfaction and expectations are critical in comparing the performance of a product or a service. Client satisfaction regards performance attributes, products or service, consumption- use experience, and a pre-purchasing experience (Hill et al., 2007). Happy Hour customers are dissatisfied with the unavailability of a reliable Wi-FII connection in the bar. New employees also find it challenging to perform their duties. There are discrepancies among employees on how tasks should be performed and completed. Stakeholders involved in this problem include employees (Waitresses & bartenders), Customers, and management. The problem occurs within the bar when serving customers. This situation is a problem because it negatively affects the net profit margin, and as a manager, I am endeavored to improve performance.
Problem and goal statement
In an ideal situation, Happy hour bar should record a higher net profit margin than 17 percent. However, the quality of service is inefficient. Lack of Wi-Fi connectivity in the business prompts customers to hang around the premises and provides a window for some to escape without settling their bills. Disagreements between workers on the performance of tasks also tend to lower productivity. These factors tend to make the business less competitive. 
The major aim is to improve customer satisfaction by 20% and increase net profit margin by 6% within six months. The goals include reducing losses arising from lack of Wi-Fi option in the business in addition to curbing employee disagreements on the mode of task execution and performance.


Question two & three
Complete a check sheet for the data above.  (You may not use all the cause rows.) Put causes together in a grouping title that makes sense.)


	Causes
	Occurrence tallies
	Total

	
Rudeness
	II
	2

	
Wi-Fi
	IIII II
	7

	
Drink preparation& service
	IIII
	5

	Complements
	I
	1

	Uncondusive surrounding

	III
	3



















Question 4 (Benefits, installation, costs)
· Installation of Wi-Fi in a business increases customer satisfaction, makes waiting time shorter, increases the time customers spend in the bar.
· The availability of good Wi-Fii promotes productivity. For example, the use of Wi-Fi to maintain internet-based communication. 
· It boosts employee satisfaction and motivation
· It’s a marketing strategy. Customers may use the internet to comment on the service and products available in the business.
· Installation by purchasing an affordable business-grade satellite, with a company that conducts installing as an add- on.
· $50- $60 per month.
Sources
https://www.highspeedinternet.com/resources/how-much-should-i-be-paying-for-high-speed-internet-resource
https://www.businessnewsdaily.com/11075-how-to-set-up-wi-fi.html
https://www.coxblue.com/4-important-benefits-of-wifi-that-can-create-a-competitive-advantage-for-your-small-business/

Question 5

Remember to ask why five times																																																																																														Policies, Procedures, Methods
People
Equipment, Machines
Materials, Supplies
The register is typically short
Effect


							
	Effect- Register typically short

	
	Why 1
	Why 2
	Why 3
	Why 4
	Why 5

	Cause 1 a Policies, Procedures
	No written procedures
Root cause
	
	
	
	

	Cause 1 b Policies, Procedures
	No consequences for doing things differently
	No policies
Root cause
	
	
	

	Cause 1 c Policies, Procedures
	Everyone does things differently
	No procedures or controls
Root cause
	
	
	

	Cause 2a
People
	Some people fail to pay
	Stepping out to use Wi-Fi
	No proper Wi-Fi installation available

	No 
Proper methods
Root cause
	

	Cause 2b
People
	Not all people are ethical

	No established
Procedures or controls
Root cause
	
	
	

	Cause 3a
Equipment and machines
	Unavailability of proper equipment
	Alternative use of manual means
	Cost of equipment and machines
	Use of inappropriate methods
Root cause
	

	Cause 3b
Equipment and machines
	Malfunctioned  machine and equipment
	Use of obsolete and out of date technology
	No proper policies
Root cause
	
	

	Cause 3c
Equipment and machines
	Inability to operate machinery by employees
	Lack of sufficient training
	No proper policies
Root cause
	
	

	Cause 4a
Materials and supplies
	Shortage of materials, paper, and ink
	No proper procedures
Root cause
	
	
	

	Cause 4b
Materials and supplies
	Unavailability of materials
	Poor methods
Root cause
	
	
	


				
														

6. Complete a cause and effect to find the root cause(s)
 Question 6.																																																																																																													Policies, Procedures, Methods
People
Equipment, Machines
Materials, Supplies
Customer Complaints on weak drinks
Effect



























		
	Effect- Customer Complaints on weak drinks

	
	Why 1
	Why 2
	Why 3
	Why 4
	Why 5

	Cause 1 a Policies, Procedures
	No written procedures
Root cause
	
	
	
	

	Cause 1 b Policies, Procedures
	No consequences for doing things differently
	No policies
Root cause
	
	
	

	Cause 1 c Policies, Procedures
	Everyone does things differently
	No procedures or controls
Root cause
	
	
	

	Cause 2a
People
	Inability to attend to peoples different preferences
	Poor customer service
	No skills 
	Lack of training interventions
	No proper procedures and controls
Root cause

	Cause 2b
People
	Dishonesty by bartenders
	Unavailability of clear guidelines
	No written procedure
Root cause
	
	

	Cause 3a
Equipment and machines
	Malfunctioned  machine and equipment
	Use of obsolete and out of date technology
	No proper policies
Root cause
	
	

	Cause 3b
Equipment and machines
	Inability to operate equipment by employees
	Lack of sufficient training
	No proper policies
Root cause
	
	

	Cause 3c
Equipment and machines
	Insufficient equipment for drink preparation
	Cost and budget-related reasons
	Significantly low-profit margin
	Increased pour costs
	Poor policies
Root cause

	Cause 4a
Materials and supplies
	Insufficient ingredients.
	High cost of a recipe
	No proper controls
Root cause
	
	

	Cause 4b
Materials and supplies
	Little profit per drink
	A low number of consumers
	Poor marketing strategy
	Poor marketing procedures
	










Question 7
a. Make a Pareto diagram based on customer comments from question number 3. Remember to sort data highest to lowest.
b. Include the accumulative % line.
c. Interpret the Pareto diagram. What does the chart tell you?
[bookmark: _GoBack]


From the diagram, it's evident that Wi-FII is the most bothersome problem to the customers. The cumulative line also implies that the first two comments make up the highest percentage of total customer concerns.
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