New Wa y s o f Wo r k i n g i n H o s p i t a l s : A d d i t i o n al Resources to Help You

Step 3

Diagnose the current problem

Problem Mapping Example: Waiting Time at The Purple Tomato Restaurant
You may find it easier to complete this using
Post-its® on a sheet of flip chart paper.

Symptom

Hostess having difficulty
coping as it gets busier
and becomes confused, so
people are waiting longer
at the front of the house.

Describe the main problem
you wish to resolve.

Customers are sometimes waiting an hour for a table; although
they say the food is good, regulars
are beginning to go elsewhere.

What
causes this?

Describe
Symptoms

What
causes this?

What
causes this?

Adapted from a tool developed as part of the
English National Health Service's Changing
Workforce Programme

A m e r i c a n H o s p i t a l A s sociation

Chef insists on seeing all the
plates himself before they leave
the kitchen.
Workflow is disrupted and
re-ordered when regulars complain.

Symptom

Appetizer comes late,
and then entrée is served
before appetizer is finished.

No clear system for who should
tell people about the specials.

Identify those individuals who
have job roles linked to the
issue/problem and the causes.

Hostess
Dining room manager
Waitresses
Head chef
Sous-chefs
Busboys
Kitchen assistants
Can you begin to see changes
you would like to make to
people's jobs?

Need more flexibility to cover
tasks that cause delays
BUT, we need tight control
of that flexibility

Workflow through kitchen is
not smooth.

Symptom

Not all orders are served
together, or sometimes it
is obvious that one order
has been waiting.

Re-laying of tables by busboys
gets behind.

Waitress workload is imbalanced.

Symptom

Delays in taking orders
even after people are
seated.

People like to choose own table,
which disrupts seating plans and
creates un-balanced workload for
waitresses.

What
causes this?

Too many people telling the
kitchen what to do.

How can changes to an existing
role(s) or the development of
a new role(s) solve the issue/
problem?

DR manager to help seat
customers and explain specials
at key times; all to re-lay
tables when can without
delayinig own tasks; at peak
times need coordinator to
support head chef on planning
meal delivery and act as
interface with dining room;
senior sous-chef to check
plates for simpler dishes.

