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Project proposal

The hotel industry has been facing major challenges over the past five years to retain its best staff due to the recruitment by cruise ships twice a year. A survey will be conducted of the labour force in the Food and Beverage Division of Lux* Le Morne.  It will make comparisons to gather a better understanding of the issues. There is a high labour turnover in the Food and Beverage Division during the 2 years that the researcher has spent at the organisation. It would be better if the employees to stay longer with the hotel so that they can be engaged and assisted in their future career.

The project provides an overview of the key employee turnover literature and also provides an insight into the experience of employees within the hospitality industry. With the boom of tourism in Mauritius and the expansion of hotels, there is a limited supply of well-trained and qualified staff. This eventually demotivates those who work hard and passionately.

This project is about how to retain employees and the factors affecting how employees feel at
work by creating the right atmosphere. It will be important to collect enough quantitative
and qualitative data coming from an employee survey and one to one chat/interview.

Participants will be the Food and Beverage Division staff who are currently working under the researcher’s direct supervision (103 employees). Employee survey: the purpose of the survey is to gather mainly quantitative information from team members. All the survey that will be conducted will be kept anonymous. One to One Chat/ interview: the purpose of one to one chat is to obtain and have a closer approach in order to have more qualitative information to ensure that employees are in line with developments in the field, participant were different age, religion and gender to maximize variation.

No unethical situation would occur during this survey. The researcher will be
be under the guidance of mentors and human resources staff in line Lux* Resorts and
Hotels codes of conduct and ethics and Great Place To Work aspects.

The key conclusions evolving from this survey will emphasize on job attitudes such as job satisfaction and organisational commitment, personal attributes and the strategies provided to alleviate high turnover rates. This study made an important contribution to understand employee perspective.

This will help the researcher to find solutions on how to:
#handle turnover, 
#help in the retention of staff members, 
#find various ways to multiply individual talent in the future, 
#find out the root cause of team member frustration, and 
#identify the factors leading the employees to leave. 
References
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Introduction
During the past 10 years, retaining employee has been a very big challenge at LUX* Le Morne for the Food and Beverage section which led to a drop in customer service.
The aim of this research is to understand the various reasons contributing to the high attrition rate in the Food and Beverage Department. 
Hospitality industry services contribute a lot in the Mauritian economy. The tourism industry has been identified as the key driver in the growth of the service sector. However due the high attrition rate is adversely impacting the growth of the hotel industry performances. 
The major reason of this survey is to have more information based on their perception of working conditions and their job satisfaction of our employee in order to amortize the high turnover rate at LUX* Le Morne.




















Literature Review
Managers often report difficulties in taking on board and retaining high experience quality professional staff members. 
Focusing on employee retention is very important to maintain the service level and contributing towards the company's reputation (Samuel and Chipunza, 2009). Labor turnover is problematic in the hotel industry which has already got recruitment difﬁculties. This is irrespective of the size of the organization and the cause of the turnover. The labor turnover affects the performance of the organization (https://www.forbes.com/sites/billconerly/2018/companies-need-to-know-the-dollar-cost-of-employee-turnover/#4b5c7127d590). Turnover occurs as a result of complex serious of factors that inﬂuences the employee attitudes and eventually results in employee turnover. Obtaining accurate information on reasons for leaving is difﬁcult and some of the people gave unsocial hours and low pay as the reason for leaving. Some mentioned hard work, poor career prospects, and unrewarding work and variable hours. (Tracey and Hinkin, 2008 /Price 1977, p.15).
Employee’s retention is a vital issue and challenge to all organisation currently, it remains a fundamental issues for the organisation because of the charges related with engaging, picking and training new comers (Allen, Bryant and Vardaman, 2010). Keeping on board employee is the most important effort by an employer to keep talented workers in order to bump into the business objectives by keeping the right people on the right jobs (Frank, Finnegan and Taylor 2004: Hassan et al., 2011).  A successful company often has a high employee retention rate.
The hospitality industry is characterised by high mobility and abnormal working hours as well as frequent interactions with clients, which require top-notch customer relations and emotional labour by the employees. These industry characteristics have been cited as part of the reason the industry posts a relatively high rate of turnover compared to other industries (Mohanty and Mohanty, 2014; Shani, Uriely, Reichel, and Ginsburg, 2014). The high turnover, low retention and acute shortage of competent employees in the hospitality sector have significantly impacted the industry (Silva 2006).  
Work stress was positively correlated with hotel employees’ intentions to leave and the study furthermore clarified the role of work-related stress as an important facilitator in the relationship between coping strategies and turnover intentions. Implications for hotel human resource management practices are discussed. (Journal of Hospitality Marketing & Management. Nov/Dec2018, Vol. 27 Issue 8, p926-945. 20p.)
It was found that employee satisfaction is fostered by increasing remuneration, quality of working life, good leadership, regular training, personal traits a most important aspect. The findings from this study provide a full structure for both educational and managerial responses to resolve the labor and skill shortage crises. Equally important is the internal and external motivation and personal attitude theory that supports employee job satisfaction in this study. (Journal of Human Resources in Hospitality & Tourism. Apr- Jun2018, Vol. 17 Issue 2, p175-199. 25p.)
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PURPOSE
This project is about how to retain employees by creating the right atmosphere and different factors that make employees engaged and disengaged at work. It is important to collect sufficient quantitative and qualitative data coming from an employee survey and one to one chat/interview, this is to dig and find out best practice of how to retain those talent in LUX* Le Morne, we will be involved deeply to the root causes, we will be actively engaged and fully committed to enrich those talent with necessary needs and training so as to give them the assurance that will ensure that he or she gets the opportunity to develop to the fullest. 

Methods
Participants were the Food & Beverage staff members that were currently working under the researcher’s direct supervision at every level as from the 1st March 2019 till 15th March 2019.
The number of staff was 103 but number of expected respondents for the survey was +- 90, as team members are generally very responsive to surveys in our resort. Finally, a total of 76 respondents completed the survey.  
An Employee questionnaire and a one to one chat was administered mainly to collect mainly quantitive information from team members. All the survey that was conducted and has been kept anonymous same was done in open quiet space area not in an office, the researcher explained to each and every one why this survey was being conducted and the details of the survey content so that they clearly understood it to the fullest before they proceeded.
A One-to-One Chat interview as well was proposed in order to obtain a closer approach and to have more qualitative information from the employees but the latter were very hesitant for interviews. Ultimately, no one was willing to do the interview. 
The project research was based at LUX Le Morne a unit of LUX Collective. The researcher was the sole person responsible in conducting the research. All participants were sent a friendly invitation well in advance in order to get prepared. The questionnaire had ten questions, based on 5 points Likert’s scale style; (a) Disagree (b) Neutral (c) Agree (d) Strongly disagree (e) strongly agree. Below is the table indicating outlets, number of employees per outlet and number of employees targeted in the survey.
	OUTLETS
	NUMBER OF EMPLOYEE 
	EMPLOYEE EXPECTED TO BE TARGETED

	The Kitchen Restaurant
	35
	30

	The Beach Restaurant 
	12
	10

	The Beach 'Plage' 
	12
	10

	The Bar 
	18
	15

	Café LUX* 
	2
	2

	In Room Dining
	15
	12

	East Restaurant
	4
	4

	F&B Administartion
	5
	4

	TOTAL
	103
	87


FINDINGS - Identifying retention strategies that are effective for the Food and Beverage team at LUX Le Morne.
Introduction
This section analyses the data that has been collected from the survey to identify the factors affecting retention. This part will focus on critical analysis obtained in this research. This will allow the researcher to easily gather relevant information pertaining to issues regarding retention. Those question were presented with the choice of five Likert Scale to use when related to the questions. The primary mission was to seek team member perception on the job. Below questions pertaining to what team members are in need and expect in order to fulfill the work environment.  Few result has been identified why team members leave us, these are crucial elements that we as a company should be taking care in order to maintain the atmosphere. In this context of employee retention, the framework of "job content" and "job related" matter has been used by the researcher for studying the causes why team members leave LUX* Le Morne. These are the 10 major factors that are forcing our talents to leave. A descriptive analysis of five point has been used and data were basically analyzed by using means of percentage. 

Responses to question 1
	Questions
	Strongly Disagree
	Disagree
	Neutral
	Agree
	Strongly Agree

	Q1 I feel comfortable working with my teammates.
	8
	4
	21
	53
	14

	 
	8%
	4%
	21%
	53%
	14%


Results show that all team members can work as a team, there is a very good relationship between the bottom line team members and the top line, the department culture is therefore in a very good track. Based on the survey, 67% of the responses were positive indicating that they are happy to work in teams, however 12% are not comfortable with their teammates. We would like to maintain this positive environment for the employee to be both nurturing and challenging, we want to maintain that warm family atmosphere in the department. It is perceived that most of them are helpful to each other.  
 
Responses to question 2
	Questions
	Strongly Disagree
	Disagree
	Neutral
	Agree
	Strongly Agree

	My work gives me a feeling of personal accomplishment.
	6
	5
	24
	26
	13

	 
	8%
	7%
	32%
	35%
	18%


This question has been sought to identify if team member has the feeling of personal accomplishment at work. Based on the figures, 51% of the team member feels that the work gives them a sense of personal accomplishment. 32% of the respondents are not sure about the correlation between the work and sense of accomplishment and 15% disagree. Of course we recognize our team member accomplishment, we encourage our employee to show their talent and out of this we need to recognize their potential, we are committed to their development in the professional field, if we failed they might look for other company that may offer them much better opportunities. 

Responses to question 3 
	Questions
	Strongly Disagree
	Disagree
	Neutral
	Agree
	Strongly Agree

	I have the tools and resources to do my job well.
	14
	17
	14
	25
	6

	 
	18%
	22%
	18%
	33%
	8%


The primary focus of this question was to inquire more about resources and tools provided by the company in order employees can perform much better at work. 41% agree compared to 40% that disagreed. This is actually a very alarming figure that needs actually a special attention. Based on surveys carried on some employee mention on the comments that we lack materials. It appears that direct supervisors are assigned to create awareness toward employee of how to be more responsible and make them feel engaged to take ownership of their materials and other equipment in good working condition. This will reduce the burden during operational hours and eradicate the issue.

Responses to question 4
	Questions
	Strongly Disagree
	Disagree
	Neutral
	Agree
	Strongly Agree

	I am paid fairly for my overtime
	10
	13
	25
	25
	3

	 
	13%
	17%
	33%
	33%
	4%


This question was established to find out if team members were fairly paid while performing extra hours (overtime) and as well to find out if Human Resources department practices on the subject. 37% participants believe that they are being rewarded as per company policy, 33% participants think that they are not paid fairly or they just remain neutral, 30% participant disagree for not being paid fairly. This is a clear indication that LUX* Le Morne promptly paid the team member overtime performed.  

Responses to question 5
	Questions
	Strongly Disagree
	Disagree
	Neutral
	Agree
	Strongly Agree

	My work has special meaning: this is not “just a job”.
	6
	11
	16
	42
	13

	 
	7%
	13%
	18%
	48%
	15%


This question pertains to their job. The figure demonstrate that the work has a special meaning for them as 63% are very enthusiastic and passionate of what they are doing. Team Members know that their hard work and efforts are very much appreciated. The common complaint that occurs from the survey is that there is “no recognition”. This is a big influencing factor on an employee decision whether to stay or to leave. Team members achieving company vision are often rewarded but not necessarily in monetary terms, “THANKS” in some situation as acknowledgement for the good job done is enough, those small touches allow the team members to stay like a family member rather than a disengaged employee. LUX* is investing massively in order team members to have a meaningful career. In the orientation program, career growth and team spirits are popularized to show the team members the benefits and future they have in the company.
Responses to question 6.
	Questions
	Strongly Disagree
	Disagree
	Neutral
	Agree
	Strongly Agree

	I clearly understand what my supervisor expects from me.
	8
	7
	25
	27
	9

	 
	11%
	9%
	33%
	36%
	12%


This question was sought to identify if the Food and Beverage team members were comfortable with direct supervisors. Supervisors need to know what exactly they are expecting from our team members according to their job title and responsibilities. There should not be pop up expectation when it comes to responsibilities because very often surprises may upset an employee and this may lead to demotivation. 

Responses to question 7.
	Questions
	Strongly Disagree
	Disagree
	Neutral
	Agree
	Strongly Agree

	I am provided with all trainings necessary to perform my job.
	6
	6
	25
	25
	11

	 
	8%
	8%
	33%
	33%
	14%


As it can be seen above, A total of 47% of the participant agreed that we provides with adequate training, 33% were neutral on this statement. 16% of the team member disagree with this statement implying that there was no training that was provided to them. 
Responses to question 8
	Questions
	Strongly Disagree
	Disagree
	Neutral
	Agree
	Strongly Agree

	I am treated as a full member here regardless of my position.
	11
	11
	21
	21
	10

	 
	14%
	14%
	28%
	28%
	13%


Statistics demonstrate that 34% of the team members are treated fairly and equally. 28% are neutral in this situation and 28% feels that they are not having the same treat. As a company, it is our policy to value our employees with respect and honor, irrespective of their position in LUX*.  Recognition and good treatment of our team members is part of our values. Food and Beverage team did not feel to pay attention to some of our staff as they assigned very low priority to merge and welcome the new comers needs.








Responses to question 9
	Questions
	Strongly Disagree
	Disagree
	Neutral
	Agree
	Strongly Agree

	People celebrate special events around here.
	7
	9
	19
	27
	7

	 
	9%
	12%
	25%
	36%
	9%


Result clearly indicate that 45% of the food and beverage team members feel that each moment matters and celebration is happening among the team. 21% does not have the same feeling. 28% have the feeling that they are not being fully integrated as a team member regardless of their position. 41% of the team members feel that they are an asset of the team. “HELPING YOU CELEBRATING LIFE” is one of mission toward out internal and external guest. Staff are very often rewarded for different aspect in LUX*, maybe we don’t do it enough, we will need to go extra miles such as;  Brag team members as if you are talking to your children we need to tell them how we are proud of them to be part of LUX* family. A small personal note for the good work done will make the team member feel really appreciated particularly when it comes from direct supervisor. Small give away such as T-shirt or cap with LUX* Le Morne logo which will make them proud to wear actually team members enjoy wearing them. We can offer a computer at the staff restaurant for those who can’t afford a smartphone. We need to review and help our team members balance their personal life and work life. Set up teams for various activities to reduce stress and build more teamwork and cooperation. A recognition program with the department can be organized to make the team member feels recognized, rewards and thanking them for their efforts and contribution. This I idea will definitely create a healthy family working environment.


Responses to question 10
	Questions
	Strongly Disagree
	Disagree
	Neutral
	Agree
	Strongly Agree

	My superiors treat me fairly.
	11
	10
	25
	26
	8

	
	14%
	13%
	33%
	34%
	11%


Supervisors or team leaders can either motivate a work force or demotivate them towards setting company vision. Table above shows their perceptions towards their superiors treat them at work. Nearly half 45% of our team members feels that they are being treated fairly. Furthermore, 27% respondents are of the opinion that they are not treated fairly at work, whereas 33% are neutral to this question. Brainstorming session will be organized within the department in order to create awareness they will also be ask to be patient, we should be able to understand that everyone deserve the same treat whoever they are in the organization, an orientation program will be implemented for supervisory level to make them understand the importance, constant brainstorming in our daily briefing will be implemented. Credibility, feedback and praising are vital to our success, manager and supervisor can destroy credibility faster rather than building it.






Conclusion & Recommendation

Hospitality industry in Mauritius are one of the highest turnover rate, the only sector with a very hard characteristic such long working hours, less work life balance. Team members in our organization are the primary asset, we must motivate them and make them feel engaged. We, as a company, are accountable for the wellbeing in order to retain them. Despite we have an HR department but still every single responsible person should act like as an HR in his own department. Every action is to create value.
Employee nowadays should be treated and developed in such an exceptional way that they fell affectionate to stay and they need to buy the trust. We should care about their benefits beside their salaries. 

Our responsibility.
· Trust them.
· Provide them with learning and development facilities.
· Work life balance.
· % of profit sharing on a monthly basis.
· Flexible on shift.
· Celebration.
· Promotion base on merit.
· Proper meal at staff canteen.
· Social support.
· Provide opportunities to grow.
· Recognize and reward for good job.
· Reward upon good guest feedback.
· Honest and open management.
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Survey Form
Food & Beverage job climate.
Retention
Please take a few minutes to tell me about your job.
All information for this survey will remain anonymous.

	 
	Strongly Disagree
	Disagree
	Neutral
	Agree 
	Strongly Agree

	I feel comfortable working with my teammates.
	 
	 
	 
	 
	 

	My work gives me a feeling of personal accomplishment. 
	 
	 
	 
	 
	 

	I have the tools and resources to do my job well.
	 
	 
	 
	 
	 

	I am paid fairly for my overtime.
	 
	 
	 
	 
	 

	My work has special meaning: this is not “just a job”.
	 
	 
	 
	 
	 

	I clearly understand what my supervisor expects from me.
	 
	 
	 
	 
	 

	I am provided with all trainings necessary to perform my job.
	 
	 
	 
	 
	 

	I am treated as a full member here regardless of my position.
	 
	 
	 
	 
	 

	People celebrate special events around here.
	 
	 
	 
	 
	 

	My superiors treat me fairly.
	 
	 
	 
	 
	 



Few Suggestions
What suggestions do you have for the improvements of Food & Beverage team?




What other issues not included in the survey need to be addressed to the management?







Appendix B: Survey Compilation
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Survey Analysis
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image2.emf
1 2 3 4 5

Questions

Strongly 

Disagree Disagree Neutral Agree

Strongly 

Agree

Q1. I feel comfortable working with my teammates.

8 4 21 53 14

Q2. My work gives me a feeling of personal accomplishment.

6 5 24 26 13

Q3. I have the tools and resources to do my job well.

14 17 14 25 6

Q4. I am paid fairly for my overtime

10 13 25 25 3

Q5. My work has special meaning: this is not “just a job”.

6 11 16 42 13

Q6. I clearly understand what my supervisor expects from me.

8 7 25 27 9

Q7. I am provided with all trainings necessary to perform my job.

6 6 25 25 11

Q8. I am treated as a full member here regardless of my position.

11 11 21 21 10

Q9. People celebrate special events around here.

7 9 19 27 7

Q10. My superiors treat me fairly.

11 10 25 26 8

87 93 215 297 94


image3.emf
1 2 3 4 5

Questions

Strongly 

Disagree Disagree Neutral Agree

Strongly 

Agree

Total 1,2,3 Total 4,5

Total 

responses 

per question

I feel comfortable working with my teammates.

8 4 21 53 14

33 67 100

8% 4% 21% 53% 14% 33% 67%

My work gives me a feeling of personal accomplishment.

6 5 24 26 13

35 39 74

8% 7% 32% 35% 18% 47% 53%

I have the tools and resources to do my job well.

14 17 14 25 6

45 31 76

18% 22% 18% 33% 8% 59% 41%

I am paid fairly for my overtime

10 13 25 25 3

48 28 76

13% 17% 33% 33% 4% 63% 37%

My work has special meaning: this is not “just a job”.

6 11 16 42 13

33 55 88

7% 13% 18% 48% 15% 38% 63%

I clearly understand what my supervisor expects from me.

8 7 25 27 9

40 36 76

11% 9% 33% 36% 12% 53% 47%

I am provided with all trainings necessary to perform my job.

6 6 25 25 11

37 36 73

8% 8% 33% 33% 14% 51% 49%

I am treated as a full member here regardless of my position.

11 11 21 21 10

43 31 74

14% 14% 28% 28% 13% 58% 42%

People celebrate special events around here.

7 9 19 27 7

35 34 69

9% 12% 25% 36% 9% 51% 49%

My superiors treat me fairly.

11 10 25 26 8

46 34 80

14% 13% 33% 34% 11% 58% 43%

Survey 76 respondents

ANALYSIS
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Figure 1: The Causal Model - Dashed Pathways (-) Represent Presumed Influences of Satisfaction and
Commitment on Intent to stay and turnover that are Not Analysed in this Study
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Source: Currivan.D.B.(1999). The causal order of job satisfaction nd organizationsl commitment in models of Employee turnover.
Human Resource Management Review, Vol.9, No.4, 1999,





