
iSmile Café
Evaluation Report of the Business

Amna Chaudhary
12/4/2014

Professor Chuck Minken





Section I: Reflect on Results 
1) How did the final results compare to those reported in your previous report? What changes did you make and how did they impact on your final results?
The final results in comparison to the interim report showed improvement in almost every aspect. The last period that was observed in the interim report was period 5 and the final results of this final report are portrayed in period 9. Below is the table which compares both the periods respectively:
	
	Revenue
	Cups Sold
	Customer Satisfaction
	Brand Awareness
	Net Income
	Net Income (Cumulative)
	Price of Coffee

	Period 5
	$12803
	3110
	58.4
	86.9
	$1839
	$8081
	Medium: $3.75

	Period 9
	$13882
	3632
	60.5
	97.9
	$4337
	$27771
	Small: $2.75
Medium: $3.50
Large: $4.00


Table 1. Comparative Results between the Income, Customer Satisfaction, Brand Awareness which is adapted from Interpretive Simulations (2014), BizCafe.
After looking at this table, it can be said that after period 5, iSmile Café continued selling more cups creating brand awareness which caused the revenue to increase slightly along with a positive increase in net income (including cumulative).
The changes that were made after period 5 were very tremendous and had a big impact on the sales and the final result of the café. Briefly, the changes included of making different sizes of coffee available to the customers for which additional sized cups had to be purchased which was of an extra cost. This addition of different sizes seemed to be more costly rather than being efficient in resulting in more sales. An additional change was to change the coffee bean from high to organic which was a positive change as observed from the feedback from the customers themselves in the suggestion box. 


2) How did your responses to the special incidences change your business results?
In each week, special decisions were added which could either be beneficial for the business or could result in being more costly then profitable. Making a special decision was very special in every period as it could take the business ahead or bring it down. The following table states the decision  made in every period and its impact on the business:

	
Period #
	
Special Decision
	
Effects of the decision

	
0
	Insurance for $600
	Insurance is necessary in case of any hazard or accident so liability does not affects the business negatively.

	1
	Suggestion box for $0
	The idea behind getting a suggestion box for no cost was to spend less money and surpass the breakeven. It did happen as iSmile was the first one to make an income of $237 by period 2. 

	2
	Special training program for $1200
	This decision was made to train the staff so a certain conduct of behavior could be regulated. This program would also guide the staff and allow them to feel more confident at work. 

	3
	Buy from bakeshop at $1/unit
	With this decision, we had fewer responsibilities for the staff and in the long run we did not had to hire a large number of staff like other cafes in competition. Contradicting to this, deciding not to buy an oven was a sudden decision not considering how many customers might like the aroma of the fresh bakery and prefer fresh products. Also, not knowing how many of baked good we will sell, the best decision seemed to purchase baked goods from an external source. 

	4
	Fair trade advertising which we decided not to go with
	To stay loyal to our customers, we decided on advertising what the iSmile Café sells. This had a positive impact on the business of not agreeing with the fair trade advertising because after a few weeks, the newspaper exposed businesses using false advertising. 

	5
	Replace light bulbs for $100
	The decision was to make some additional changes in the café to promote environment friendliness which was done by changing the light bulbs. As light will be continuously used, it made more sense to conserve energy on them rather than toilets which will be used by customers who plan to sit at the café. It seemed wiser as more energy could be conserved by the light bulbs keeping in mind their usage. 

	6
	Keeping the modern theme for $0
	Initially, when starting up the business, the furniture purchased was modern theme. Hence, in this special decision, no changes were made as money was already invested and customers appreciated that we did not change the ambiance of the café. 

	7
	Karaoke night for $50
	The decision to add karaoke night was made to attract more customers during evening to a place where they can hang out. While drinking coffee, they can have fun by singing out loud to their favorite songs. Karaoke night just adds more life to the café and allows the customer and staff to interact better and have a positive environment.

	8
	Fired the employee who was causing problems
	This decision to fire an employee who was running late and was not doing appointed tasks was made very carefully. In decision 2, a training program was bought for $1200 specifically for the staff to understand and follow the rules, regulations, and code of conducts. Therefore, after such an extensive training program, the staff member which still shows behavior problems is not considered an appropriate fit for working at the café.

	9
	the fired employee threatened of a law suit 
	Even though the BizCafe simulation ended, it was known that action will be taken by the staff member who was fired. Since due to their lack of responsibility and behavioral problems despite managers talking to them was enough to show that they were not willing to improve themselves. Therefore, a law suit will be costly but willing to fight as we have valid reasons. Also, this will show our strong our business is on customer satisfaction and cares for their brand name not being tarnished by such staff members.



3) Make a chart comparing your key results for all periods covered. This chart should definitely include revenue, net income, market share and Satisfaction index.
The chart on the following page compares the respective results of all the periods. It shows how the customer satisfaction progressed gradually as the periods passed by and the increase in net income as well. The market share decreased because other cafes were gaining brand awareness which was increasing their revenues causing a decline in the market share. 

	Company (iSmile Café) 
	Revenue
	Customer Satisfaction
	Net Income (cumulative)
	Market Share

	Period 0
	$0
	0
	$0
	NA

	Period 1
	$5426
	30.8
	$-1264
	0.236

	Period 2
	$7212
	45.1
	$237
	0.223

	Period 3
	$9628
	52.1
	$2807
	0.216

	Period 4
	$10913
	56.8
	$6242
	0.182

	Period 5
	$12803
	58.4
	$8081
	0.157

	Period 6
	$12815
	55.2
	$11226
	0.147

	Period 7
	$14033
	59.6
	$16317
	0.151

	Period 8
	$14477
	58.9
	$23433
	0.152

	Period 9
	$13882
	60.5
	      $27771
	     0.138


















With the information displayed in the table gives you the numbers which are accumulated from the after math of the decisions itself. The market share is obtained by dividing my own business’s revenue with the present market revenue in each specific period. On the next page, you will see 2 graphs which visually display the revenue vs. net income and customer satisfaction vs. market share. I would like to state the drawbacks why there are two graphs are due to market share being smaller than 1 which is why it is a flat line. Also, the net income and revenue are large number which requires a larger axis which is why is a separate graph is made for these two respectively. 
Figure 1. This figure compares the results in a more visual manner for the revenue and the net income (cumulative) showing how revenue was very slow in progression but net income was strong due to strong brand awareness. 
Figure 2. Shows the relation between the customer satisfaction and the market share where increase in customer satisfaction but minor and unnoticeable decrease in the market share. 

4) What would you change going forward?
In the future, I will make sure that no abrupt changes are made in the coffee prices rather are kept constant. This is where I think we lost sales because in every decision, there would be a change in the price of the coffee. Also, the fact that we changed our coffee from high to organic was also very sudden. Either, an option for high and organic both being served should be provided or some notice of bringing new coffee should have been proposed. Instead, this sudden change did not drop the sales but it definitely was caused the sales to increase slowly rather than at a fast pace. Moreover, after reaching high brand awareness in period 6 of 96%, I should have stop investing money in advertising as there was already brand awareness present. Therefore, in future I will save money towards increasing my net income rather than spending it on advertising as it was unnecessary. 

Section II: Lessons Learned 
1) What overall would you do differently?
Overall, I would try to get an understanding from the beginning about how to set up a constant price for coffee which will be not expensive for customers and also cover my cost. This way, I will be satisfied with my price of the coffee and will not be making any future changes. The regular customers will not be surprised every time they walk in with a new price. Also, from the beginning I will purchase the organic coffee for the best blend rather than making changes in the middle when my customers are already used to that coffee. On the other hand, I could have also continued using the high coffee and it would not reflect as being negative from the management’s side and be looked upon as poor decision making. 
Moreover, I would make the decision of buying the oven for the café rather than buy baked products from an external source. This would ensure that products are fresh and also the aroma would attract more customers. It is an additional way for increasing sales which I missed upon therefore; in future I would do this differently. 
Lastly, I think the decision to introduce the different sizes of the cups was not the most beneficial as the increase in the sales was not exquisite. The amount of cups sold actually dropped from 3110 to 2978 when different sizes were introduced as the prices were changed as well including customer satisfaction from 58.4 to 55.2. The net income went up because of the brand awareness other than that the introduction of different sizes did not help in the sales. 
Also, the money spend on advertising should have done more carefully rather than just attributing certain amount to radio spots every week. This would have helped in saving some money to increase net income. 
All these effects can be witnessed in the graph below obtained from the interpretive simulation itself. The brand awareness was high therefore despite making certain poor decision as said earlier; it did not affect the income negatively. The only negative effect for the income was in period 2-3 where the price was increased from $3.50 to $3.75 which was decided after seeing a rise in sales but it was forgotten that high prices will lead decline in net income. Also, for the greed of making more money, the radio spots were decreased from 5/day to 2/day with addition of cancelling the $.50 coupon and instead investing money on general awareness which is the least effective way of advertising.  Furthermore, customer satisfaction was not a strong component for my business as long lines affected it negatively hence it never reached its maximum.
[image: ]
Figure 3. Showing increase in income from period 1 to 3 and a steep decline after which increase was slow due to competition. The brand awareness kept rising until its maximum was reached while customer satisfaction had some increment. 

[image: http://www.lidderdale.com/econ/104/gifs/Fig3-1.gif]To explain the decline in net income, I would like to elaborate that it was due to the fact of increasing coffee price from $3.50 to $3.75 along with decrease in advertisement. This contradicting with the law of demand which is the main business idea of economics as defined below: 
Figure 4. The law of demand graph where the high price results in low quantity demanded and low prices result in high quantity demanded from the EducationCareer.in 
Due to this, it was observed that high price of the coffee result it less quantity being demanded which affected the income. But due to continuous brand awareness because of advertisement, the net come did not drop any further and kept increasing.
 
2) What did you take away from the Biz Café strategy simulation exercise that will help you with your further business studies?
From this simulation I understand that planning and thinking before decision making is very important. Reflecting back, I have come to a realization that no decisions should be made in haste which affects the business negatively. This interferes with the steady flow of the business. As a business, you are expected to deliver results to the customers and if you fail by changing price every week or changing coffee in the middle it will cause the cups you sell and the income. Also, I learned that brand awareness is very important and has a very positive influence on the business. If there is strong brand awareness, despite of making some bad decisions, it can be covered by the brand awareness. 
3) What improvements can be made to improve this learning experience in the future?
The improvements which can be made for the betterment of this learning experience in the future is to give an ample amount of time for making decisions rather than making them in a rush. The only improvement can be made via students and their participations only because if there are more active groups, only then it will be more risk taking. 
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