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Executive Summary: 
To: Miles
From: Wealth and Clever Associates
Subject: Escape Kitchen Nightmare 

Problem:
A young entrepreneur named Miles has dreamed of opening a restaurant, which once became a reality. Miles and his team of chefs cannot operate together and as a result of this are not a team as the team like atmosphere is non-existent. To simply the main problem there is a lack of teamwork.

Alternatives:
1) Status Quo: Restaurant would close down.
2) Motivating the team. 
3) Team Building exercises/Developing the team.  
4) Planning / Strategy.
5) Facilitating Communication.

Facts Considered: 
1) Miles has a degree in Marketing.
2) No culinary background.
3) Hired chefs that are supposed to have undisputed talents.
4) Finances are not a major problem, but never the less a problem.
5) Entertainment and décor is drawing new people in, but a poor menu is keeping those customers from returning. 
6) Strife and conflicts between the chefs Miles had hired have started to increase and for the worst. 

Recommendation: 
The good news is this primary problem can be solved.  It will just take time and effort and a little out of the box thinking on behalf of Miles and his team.  Miles needs to somehow find a way to make his chefs closer together.  Miles needs to a make some goals for his company.  The immediate and right away goal that needs to be met it: There must be an agenda or game plan set in place.  Miles needs to get his chefs in order and start to design an enticing menu that will get first time guests to return.  Right away after that Miles needs a short term goal that must consist of Miles and his team going through the early stages of making his team closer together and start doing things as a team.  Lastly for the long term goal, it will depend on the success that the business gains.  This long term goal could be obtained if there is success after the first two goals have been achieved.  It could be anything along the lines of setting a goal for sales after six months to one year.    
Assumptions: 
After reviewing the case there are three major assumptions in this case.  There are others but for the most part these are the ones that standout.  The assumptions in this case just like any case are important but at the same time you do not want just base the entire case on the assumptions.  These assumptions are based on facts delivered in the case, but do not necessarily solve or ruin the case.  Sometimes they can be a major factor or observation in the case. 
Assumption #1
· The first assumption that could be made from this case regards the culinary background that Miles has.  Miles lacks in the culinary background and is shown in the success of the restaurant.  At this point in time is looking quite negative.  If Miles had any culinary background what so ever, he could have hired the best chefs.  Even though the chefs that he had hired graduated at the top of their class there is still a problem with the food, which is supposed to be their bread and butter.  Miles cannot take all the blame for the menu and even if he has no culinary background these chefs do and should be able to help him out.  So you could make the assumption that if he had some knowledge in the culinary field he would have not just looked at papers and certificates that these chefs had obtained, but also how they could do other tasks beside cook like: creating a tasty menu. This just an assumption but could have turned the case around.
Assumption #2 
· The second assumption is actually positive towards Miles, and if he did not have this they would be so far under they might not know where to start.  This comes from his marketing skills and if Miles did not have the good marketing ideas he would essentially only have a building and not even any first time customers who stop by.  
Assumption #3
· The third assumption that can be linked to this situation deals with financial needs.  If Miles had not had a restriction of money or have to rely on the investors, he might have spent his money a bit different and put that money into different places.  If Miles had more of his own money he could have either paid his chef a little more and would raise the standards of his chefs and more importantly his head chef.   
Statement of the problem
Satellite Problems:
Although we are here to solve the primary problem in this case it is also important to note any secondary or satellite problems that do exist.  There are a few that are considered to be really important ones, and must be dealt with after the primary problem has been assessed and dealt with. The satellite problems have a major connection with the primary problem in this particular case. 
· The first satellite problem in this case that stands out is: the menu is very poor.  The menu is the main thing that is keeping customers from returning for a second time.  The customer’s opinion of the menu is that it is not very enticing.  Miles has very strong marketing skills, which gets the customers there for the first time, but again because the menu is bad they will not return. 

· The second satellite problem is the fact that there is a lack of customers returning.  Miles does not have a problem with getting customers to come in and try the place, but just has the problem where the restaurant does not live up to their standards and the do not return.  

· The third satellite problem is the fact that Miles has next to no culinary knowledge.  Some would say that running a restaurant would be hard if you do not have a culinary background.  So yes indeed that is a major satellite problem.  

· The forth satellite problem “Escape” cannot operate without the financing that they are provided with, by both the first time customers and the investors.  If this is taken away or minimized in any way at all their will essentially no business because they will not have the money to buy everything that is needed for this restaurant. 
In conclusion, these problems above are considered to be the satellite problems within the restaurant.  These problems can essentially be fixed but will just take time and effort from everyone in the team, and every single worker involved in the restaurant.  

Primary Problem:
This case has one main problem.  The manager of the restaurant and the creator Miles needs to put the smaller issues and the satellite problems on the back burner for a bit and focus on the main problem in this case.  The main problem in this case is the fact that there is a lack of teamwork within the restaurant.  This problem has shown many negative things about the restaurant; the fact that they cannot get people to return to the restaurant for the second time. That leads into another problem which can be solved but because the “team atmosphere” is non-existent, and they are unable to create an enticing menu that will make customers want which will hopefully make them return for even the second time. 

Implications 
Implications on the personnel: 
· The strife in the kitchen, between the chefs is not a step in the right direction at all.  When you have things like these goings on between you’re employees it creates a lot of stress between you’re employees and other employees as well as you’re employees and the management and in this case Miles.  If something like this is not resolved at the end of the day you have a lot of angry employees which is not good at all. 

· When Miles and the investors had noticed that the profit was declining, not only does that hurt the entire organization but also the employees more.  This in fact does hurt the employees more.  The negatives affects something like this can have on the personnel of an organization are: pay cut backs, less hours in a work week, possibly the termination of one or more employees because there is just simply not enough funding to pay everyone. 

· Miles has next to no knowledge when it comes to the culinary side of things. This is affecting the entire restaurant but also himself in a good way.  He is being affected by this because if he knew how to design a tasty menu to get customers to come back he would have a better business and would also be making more money for himself. 

· The chefs are not performing to the top of their ability so therefore must not be that happy with themselves.  They must feel that they could perform better and make food from a menu that will make people want to come back and try their food out.  When this happens in any organization the confidence level would be lower.  This does not affect just the emotions of each individuals but the entire group.

· In the early stages of the restaurant Miles had neglected to make the menu better, and in replace of that he decided to make the decorations better as well as the entertainment. Miles is now unhappy with himself and has now realized that he had made the wrong decision and now that has affected him and how business is going and how his business is being portrayed as now. 

Implications on the organization: 
· The fact that the menu is not enticing enough to bring customers back for the second time has a major impact on the organization.  When something like this happens it one: gives the restaurant a bad name in the public and two: it will give the restaurants that Miles and his team are competing with an advantage in sales and popularity.  If this is not resolved the restaurant will not succeed. 

· The fact that Miles himself does not have a background does not only hurt Miles but it also leaks down and affects the entire business.  Miles is excellent in marketing, but when you are running a restaurant you need a bit more than just marketing.  If Miles has some background in culinary, even a little bit many of the smaller problems would already be resolved.  Miles should take some sort of culinary class or course to learn some information about that field.  If Miles does not the business will still have problems for the years to come. 

· With the recent threats of the investors in the company backing out and removing their financing if there is not a positive profit gain in the next three months can affect the entire organization.   If the investors pull their money out, without that financing the company would be most likely unable to run or survive with what Miles and the team and had for money because they are already losing money now. 

· Miles needs to figure out the conflicts between his employees.  When you have strife between your employees is one thing, but in the instance its affecting the entire company because they cannot even sit down and have a meeting without disagreeing on something.  That is never good if a company cannot sit down, have a meeting and get straighten something out there are problems not just with the individuals but the entire organization.  In simple words a successful organization consists of a group of people working together and succeeding not many people working alone and failing. 

· Miles has hired the top chefs, who had graduated from the top of their class and they are not performing that is an issue.  This needs to be solved because this right now is affecting the entire organization.  These chefs should be able to prepare the best meals and make the business succeed instead of failing which is happening now. 

In conclusion; the implications that are listed above are facts from this particular case that must be resolved, they also have attached to each implication what would happen if each one were not solved. 
Alternative Solutions
Status Quo: If nothing in this case changes, it would mean that the restaurant will continue to operate with a not desirable menu and food under a group that is not a team.  This group will continue to lack communication, teamwork, and motivation.  Miles will continue to bring in first time customers through his marketing plan, but they wouldn’t return simply because of the food.  In three months, the investors are going to shut down the restaurant which will lead to Miles and the chefs becoming unemployed.  Miles personally will probably become severely sad since his dream that was only running for about a year and half had just ended.  He might end up blaming himself since he let down his investors and most importantly, himself. 
Pros: Miles has gained some valuable experience in the restaurant industry, hiring employees, dealing with them, running a business, and other areas such as marketing and financing.  The investors could look try to ignore their money lost and learn from their mistakes regarding who they should invest in, and how prepared and knowledgeable does he/she has to be in their field.  All the chefs have absolutely learnt some valuable lessons regarding teamwork and communication, as well as new culinary skills that they could add on to their resume.
Cons: Miles is going to be hurt the most emotionally, since it was his dream and passion to run and operate a profitable restaurant.  He shouldn’t have a problem getting a job in the field of his studies; but he might run into trouble later on if he would like to attempt to generate some investment interest in his new ventures/restaurant concept in the future, simply because of his track record.  The head chef is going to have the most difficult time out of all the chefs in order to land another job as a head or even a sous chef, because as soon as any employer finds out that one of their potential candidates for a job that they are offering was a head chef at another restaurant which closed down, they usually would not hire the chef.  They wouldn’t do so due to the fact that a head chef of any restaurant is the reason behind a restaurants success or failure. Even if the head chef would pass the interview process for a new job, his possible employer would check his background by contacting a few of his previous bosses, and if he had given an accurate history of his jobs and previous bosses, Miles will tell the truth about him to his possible employer.  Other chefs should be able to get another job in the industry quite fast, for the reason that they might not take responsibility of their previous job, which led to the restaurant’s closure and their interviewer wouldn’t base his/her decision of the chefs on this factor.  As far as the money goes, the investors have lost it all and simply had to pull the plug in order to cut their losses.  Their perception of young entrepreneurs, restaurant industry, entrepreneurs with enthusiasm and no experience, and everything else in between is going to change for the rest of their life; and this could cloud their judgment to, for example, never invest in a young entrepreneur even if he has a great product to offer with the right attitude, enthusiasm, and experience.
Analysis: Therefore this is not an option for Miles if he wants to keep his restaurant open.  The restaurant will not stay open because of lack of teamwork and communication between Miles and chefs, and this has resulted into a dull menu and not so desirable food. 
Team building and team developing: Groups are made of individuals who work alongside each other without really working together, and this is what the chefs are at the moment, a group.  They need to be turned into a team that can bring the best out of each other, including miles.  Team building is achieved by spending time with your team members outside of work and getting to know each other on a more personal level, and/or finding interests as a team that all the members could relate too.  There are also activities that could be done to help bring everyone closer as a team such as paintball.  Team developing is achieved by learning from each other’s skills in any aspect, such as: culinary, leadership, and teamwork. 
Pros: As soon the team starts spending time together outside of their workplace; all the members of the team are going to starting bonding with one another.  After a certain period of bonding time the members of the team are going to start to build chemistry, comfort, and trust, which will lead to their confidence being boosted up in the kitchen, because they will feel that there is always someone to help them out, and they all have each other’s backs.  This will make the team members to perform better and bring the best out of one another. 
Cons: This alternative might take time, and time is not on the restaurant’s side.  The investors are going to pull their investment in three months, which would mean that the restaurant is closing down.  And also when there is a lot of trust in a relationship, it makes it a lot easier for the team to lose faith in one another, if a member was to do the team wrong.
Analysis: The pros of the alternative outweigh the cons, so it could definitely be a good solution, but as mentioned before, it might take too long for the team to start acting as a team and putting their trust in one another in order to solve their previous problems such as lack of teamwork.  Therefore our team doesn’t recommend this as an immediate solution/implementation, but this would definitely be a great short-term solution/implementation. 
Motivations and Rewards: If the risk of becoming unemployed not enough motivation for team members to step up their game and work as team, that’s where external motivations and rewards come in.  Motivations should be given to team members throughout the day, just to keep the atmosphere up beat.  Motivations could come in many different forms, but the most common one used to boost the confidence and the energy of the team members are speeches.  If Miles was to give a small motivational/inspirational speech at the beginning of each dinner rush, it would have carried out throughout the team.  Motivational speeches could be done by any of the team members on daily basis.  Sometimes motivational speeches might not be enough, that’s when rewards are used to make the team members work efficiently and effectively with one another.  Rewards could differ from money rewards to gift cards, and group rewards. An example of a group reward could be if Miles would buy tickets to a NBA game for all the chefs, if they have no customers complaining about the food for an entire week. 
Pros: Motivations and rewards are great energy boosters.  They also boost the confidence of the team members in themselves which leads to better performance by them, simply because they don’t want to let any of their team members down.  This will affect the result in different aspects, such as: the quality of food, the ability to work as a team, and the overall mood of all the chefs.
Cons: The biggest problem with motivational speech is that its outcomes differ.  Its outcomes are purely based on the team members and their emotional state of the day.  That is why they could be inconsistent, simply because not everyone feels the same emotions every day.  It also might not be enough motivation for them to do their job that they are passionate for, well. This alternative might also cost quite a bit for rewards. It might even create some unhealthy competition, especially if a team member would like to get promoted so he plans to sabotage the chef above him.
Analysis: This alternative could not just be offered on its own, simply because it wouldn’t necessarily fix the lack of teamwork.  It might motivate chefs as individuals to do better in some aspects of their job.  Therefore, this alternative would work a lot better if the group was already a team, so this solution would have a better effect if it would have been combined with another alternative and used as an immediate implementation.  This alternative might not be effective, simply because if being unemployed in three months hasn’t really self-motivated the chefs to step up their game, motivational speeches and rewards might not be the best route to go with on their own.  This solution should keep on being used alongside other alternatives that would improve the group’s ability to work as a team, in the short-term and long-term implementation as well.
Facilitating communication: Communication is an important factor in successful teamwork.  Facilitating communication doesn’t necessarily mean holding a lot of meetings, it simply means that all the members of the team are open to each other’s suggestions and concerns, simply by asking questions and offering help whenever it seems needed in the most friendly and non-aggressive way.  Team members need to make sure that they establish clarity in communication from the start of working with each other, in order to avoid miscommunications.
Pros: If there are clear lines of communication, everyone will work comfortably together.  Facilitating communication is very important because it makes all the employees feel more valuable (while there is still a decision making hierarchy).  Great team communication will also result in better teamwork; for example talking while cooking will lead to orders to be timed perfectly by chefs and delivered at the same time to be sent out.
Cons: The only problem with this alternative could be misinterpretation of the communication which could happen easily simply by a criticism or a certain tone used by a team member.  For example, a criticism that has been made in front of everyone not in a humiliating manner, but as a heads up to all the chefs could be taken in wrongly by the chef that was targeted at. 
Analysis: Communication and facilitating it is a great remedy to any conflicts within groups.  This is a high risk, high reward solution.  A simple misinterpretation could create tension which would affect the entire atmosphere within the kitchen.  This doesn’t take anything away from how good this alternative would be in solving the problem that Miles and his team are facing at the moment.  This solution would need to be implemented right away and practiced daily by all the team members from then on.
Planning and Strategy: Miles and his team need to set goals as a team and create a plan and form a strategy in order to achieve their goals.  The team has to come up with these together and they all have to agree and commit to their plans and strategies both as a team and as individuals. 
Pros: It gives the team members a clear idea of their goals are and how they are going to achieve them.  It is vital that each team member understands their goals and their roles in reaching them. 
Cons: This could become a complicated alternative simply because there are a lot of aspects that may be forgotten by the team or just simply overlooked.  Another problem with this solution could be that the team might come up with not the best path to achieve their goals, which could be a bit of a step back.
Analysis: The team needs to become invested in their goals, so that when they achieve it they feel the sense of pride in doing it well and not letting any of their team members down.  The pros definitely outweigh the cons for this solution due to the fact that even if the wrong path is chosen, since the goals are still the same, the right path is not too far off.  This alternative would give everyone in the group a sense of direction, in a way that everyone has a clear idea of what they need to do, and how they need to do it. 
Integration of all the alternatives listed above: Since all the alternatives listed above have something different to offer the group to become a very functional team in different implementation periods, our consulting firm has decided to combine the best of all alternatives to come up with the best possible solution to the problem of lack of teamwork and communication in this case. 
Recommended Solution 
	In order to solve the main problem that Miles and his restaurant are having, there must be an alternative solution or a process to solve that problem or in some cases problems.   It is fairly straight forward and it can be said that: if this main problem (lack of teamwork) is not solved then essentially the business will be non-existent.   Miles has some options though.   The first option is: the status quo of the situation, which basically means that everything stays the same and no changes are made.   The second option is: team building exercises and actually developing the team.   The third option is: Motivating the employees, this is what the manager or in this case Miles must do.   The forth option is: planning and team strategy.   Hence in order to solve the main issue (lack of teamwork) one of these options must essentially be chosen to fix it.  However, in this case all can be used.  The fifth option is: facilitating communication.  In order to solve that main issue it will not only take one of these options but it will take a little bit of each one to make one big “collaborative” alternative.   This plan will not include the status quo, and that will be explained later on. 
	The main problem in this case will be solved if the alternative solutions are put into place: team building exercises, motivating of the team, facilitating communication, and planning and team strategy.   The status quo and no change scenario will be left out of this however because it is just not relevant in solving the main problem.    If we used the no change scenario then the business will go under.   Before these options are considered there needs to be one major move made.  This move is to hire another head chef, from a prestige business that can help Miles with a few things.  Miles will then have a head chef and then another head chef that will be experienced that will help the current head chef look after things from the culinary side of the operations.  This will give Miles a chance to worry about some of the other minor problems in the restaurant and will give the chefs a chance to work with someone different.  The role of the chef pretty much is to teach, not show up the other chefs but to teach them some things.  This will really benefit the chefs as they will be hearing this from another culinary specialist and not just their boss, who has absolutely no knowledge in the field of culinary practice.  With hiring this second head chef to teach and be a leader will help not the secondary chefs, but it will also help the head chef to learn how important it is that they take on a leader’s role. The first option that can be used after the other head chef is hired would be: team building exercises and developing the team.   This is extremely important to any business or in a more general term any team. The team building is a very important step in making your organization part of a team.  These exercises can be as simple as just learning some interesting facts about someone.   This is very important to building a team and some say that is essential to success.   The second option that can be used is motivating the team.   This option but be performed by Miles and must be accepted by the team.  This will help the team not only get the motivation to succeed but also fix the main problems as well as the satellite problems.   If this team is motivated to succeed, then the employees will become happy and Miles will have employees working for him and he knows that they are happy and want to be there.  As well, Miles can also think about rewarding his team if their motivation is high and things are changing.  This does not refer to bribery but however you can still reward your employees with incentives that will make them want to work harder and that will also give them an extra reward which will make them feel good about themselves.  The third option is: planning and team strategy.   Basically what this means is that Miles and his team needs to plan better and hear everyone’s ideas as they do the plan.   That is connected to team strategy as both will force the team to plan future tasks and goals.  This is important to have because with planning and a business strategy the business may not be able to survive.  The main pro for this would be that you can clearly outline what the expectations are, it’s a good way to keep things organized, and if you have everything planned out and a good strategy then everyone will be on the same page and there will be less room for error when it comes to communication.  It is essential and will help greatly with the success of the company.  The forth option that should be considered in fixing the problem is facilitating communication.  This is very important in any business and will really help Miles and his team out greatly.  Facilitating communication basically gives everyone an opportunity to have a say within the organization.  This is important because it will give the employees more confidence in themselves.  They will also not be afraid to share ideas because they know that whatever they say will be heard and be at least considered.  Good communication makes a business stronger in many ways and if that is non-existent then the business will suffer. 
	In conclusion, the three alternatives that I have listed above will be part of the final solution or the recommended solution.   If only one or two of these alternatives are used to solve the main problem, they might not be as effective as all three of them combined.   Therefore, if miles and his company can go through team building exercises and actually develop the team, get the team motivated and lastly have the right planning and team strategy then there will be success for Miles and his team. 
Implementation 
Implementation

In this particular case now that Miles has some options that come from out alternatives and recommended solution, they can be put to work. These alternatives must all work together to make one big and important answer to the problem(s) that need to be fixed. Implementations cannot all be done all at once so it will take time and each block of time a new task will need to be solved. For example there are three different actions that must be taken: immediate which will happen right away, short term which will happen after the immediate action and will happen within the next three months, lastly the long term action will be very important to the success of the business. 
Immediate Action: 
· Establishing group discussions within the business to inform the chefs that if they don’t increase their level of productivity the business to going to foreclose 
· Letting the chefs know that the business only has 3 months left to make some important changes or the investors are going to opt out. Using this information not as a threat, bus as to motivate the employees for better performance.
· Bringing in a new head chef into the business and demoting the demoting the previous head chef into the sous chef. 
· Hiring a HR Firm Consultant with a successful restraint hiring experience in his resume to help Miles to with the interview process and evaluating the candidates for the business. Miles and the HR fir consultant would use the rational decision making system to rate the chefs on qualities they have. (Miles would still have the final saying.)
· The head chef is going to be enrolled in a leadership program, which will come out the restaurant’s budget. The leadership program will help the chefs develop the skills they need to become productive leaders within the business. The leadership program will help the head chef to develop leadership/communication/ teamwork skills. After the program is over, the chef will be promoted back to head chef again in order to be able to implement what he learnt.  He would also practice once a week as a temporary head chef to put his leadership skills to the test. He would be under the supervision of the head chef who was hired, so he would be able to evaluate if the temporary head chef was doing everything correctly.
· Establishing the decision-making hierarchy – Miles  head chef  directly to all the other chefs.
· Miles is going to be more open to problems and he is going to interact with his chefs to figure out how the problem should be solved or what factor can contribute to solving the problem.


Short Term Action:
· Plan/ create for more social events in an informal setting, such as getting lunch together during the week, or an enjoyable outing during the day. 
· More motivation expressed. Rewarding the employees with gifts or bonuses if productivity level has increased.
· Challenge the employees to do well, but don’t push them or nag them too much.
· Give the employees a sense of pride in what they are doing. Involve them into the goal that the business is trying to achieve.
· Give certain employees different responsibilities that they can carry out, so no friction can be created on a specific topic or issue.
· Demonstrate loyalty to the team members, so that trust can be created within the business. This can happen by expressing gratitude when a team member has done something good. Communication between employees and upper management if it is required. This can lead to an improved working environment because then the team members and upper management can build chemistry within and employees can feel more comfortable at work.
·  Checkups are going to be needed twice a week to make sure every team member is on the right track. Also to make sure that everybody wants to achieve the same goal.

Long Term Action:
· Miles shouldn’t be worried or cautioned about the about the food anymore and he shouldn’t get distracted from his own work because by now he should have enough trust and belief in his head chef to be effective consistently.
· Head Chef will come up with creative ideas to keep the team motivated and to keep the team on track.
· Regular meetings will always occur to make sure everything is okay in the kitchen.  The meetings will allow everyone to have their says and it allow to give their opinions. (While keeping the Decision Hierarchy). The topics of the meetings will include the new specials, food, menu, and the displays.
· Teambuilding will also stay consistent due to the activities or lunch gatherings that happen during the weak.
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