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Management Homework
1.  The moment of truth for my catering business will be when my customers give feedback on the various meals we provide to improve our quality. The business will provide customer care contacts and our website that the customers will use to interact with us and give their opinion on our services.
2. 
a. The business will use a situational vignette to interview potential employees. For instance, "A client requests for our catering services in a wedding party after deliberating over several alternatives. You send an invoice to the client, but forgets to include the invoice for desserts, How will you approach the client to ensure that he pays for a service rendered even though it is not in the invoice?”
b. The business will provide contact personal training to the employees to foster good interpersonal relationships with the customers. The management will carry out meetings with employees and teach them on various customer related requirements that will enable them to handle unrealistic customer expectations and service failure.

c. I will motivate service providers by identifying their strengths and promoting collaboration among them to enhance their productivity. I will also clarify their roles to improve their efficiency. Besides, I will create a communication framework that enables them to give feedback effectively.  I will use scripts appropriately and define appropriate discretion strategies. Lastly, I will carry out performance appraisal and reward performing employees.

d. I will retain performing service providers giving them incentives such as bonuses as rewards for their performance. Also, I will provide them with promotions to positions with better remunerations. Besides, I will create a good interpersonal relationship with them and listen to their problems. I will provide additional training to hone their professional skills and proficiencies.

e. 
i. Ideal customers are the ones that effectively interact with our employees to receive optimal services. Customers should be realistic about their inquiries to give the employees an easy time. Besides, customers should consistently give feedback on the services offered. Lastly, the ideal customers should make repeat purchases.

ii. [bookmark: _GoBack]The business's target market is wedding ceremonies, parties, and other events that require the participants to be courteous to the service providers to receive the best services. In the case of disrespect and derogatory remarks, the service providers are likely to get frustrated and become stressed. Also, clients that do not give feedback about our services make it difficult for us to identify areas that need improvements. Besides, customers with unrealistic expectations are likely to get dissatisfied with our services. Lastly, non-frequent customers reduce the profit margins of the business.
iii. The business can provide incentives such as discounts and coupons on our services to encourage customer loyalty. Also, the business should have a good customer relation department to interact effectively with the customers and keep a close relationship with them. The business should have good communication infrastructure to promote customer feedback. Lastly, the business should carry out follow-ups on their customers.

3. The servicescape of the business will provide ambient temperatures, minimal noise, classical music, pleasant odor, and clean air. The layout of the business should have sufficient space that allows movement of the staff and the employees. The design should incorporate reception area and circulation paths as well as focal points. Besides, the surrounding spaces should have signs, symbols, and orientations that reinforce the aesthetic effect.

4. The business can use line balancing to remove bottlenecks that slow down the production process. The line balancing technique should improve the cycle time and reduce timelines between successive units. The business should also be to operate optimally to produce a positive outcome at all times.

5. The layout for the business will have a fixed position that will entail our employees and the resources coming together to provide the catering services. The layout will be improved by using technological frameworks such as management software to integrate transaction, information, knowledge, interaction, distribution, and fulfillment services with the catering services. 
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