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The Project Proposal

1.0 Introduction

In Mauritius we have around one hundred and eighty hotels and we all strive to be in the top ten. To achieve that result, all of the hotels are trying their level best by innovating and creating unique experience for guests in order to increase their customer satisfaction and revenue. Being the food and beverage manager of Tamassa Resort, I have the responsibility to be in line with the latest innovative trends, come up with brilliant new ideas to enhance guest experience at the resort and to create opportunities to increase our food and beverage revenue in view of meeting or exceeding our departmental budget. Since Mauritius is already well known for its rum, we have recently opened a new pop-up bar named the “Rum Truck”.

2.0 Aims

We have implemented the Rum Truck with the objectives of fine-tuning the production of homemade rum by being more authentic and offering coffee rum as digestive which was planned to be opened only three days per week. It has been noticed that those three days the work load of the main bar have been reduced. Based on that observation and as there was no budget allocated for a new outlet, the truck could be considered with a low cost investment outlet. The homemade rum will be bottled and placed for selling so that it could generate income in the aim of contributing in achieving the budget. The truck will be the third outlet where guests can chilled out in the evening and it will increase the customer satisfaction by providing quality service which is our main objective. 

3.0 Proposed methods and Ethics

Both quantitative and qualitative research are planned to get guest responses to the “Rum Truck” and to look at ways of improving the concept as per constructive comments that will received.  Surveys and interviews are planned to ensure the proper flow of the planning, organisation, implementation and improving the service quality. As per the ethics form the targeted number of participants are fifty to one hundred and twenty.
All guests participating in the rum tasting will get a small questionnaire which will be short, quick to fill and which will be kept anonymous. It will include questions on quality of the product, value for money, interaction with the sale person, knowledge of the product and 

improvement that can be done. All these information will be used for a better understanding and will be dealt in strict confidentiality.

Some guests will be interviewed which will not take more than five minutes. They will be selected randomly and we will make them aware of our project before asking any questions. All constructive comments will be noted on the same survey questionnaire without taking guests personal data. All responses will be read and calculated. The rating levels will be in percentage and all the written feedback will be recorded in an excel sheet (Please appendix 1). Repetitive comments will be used as a guideline for improvement of the concept. All notes will be collected and compiled with the survey feedback sheets and same will be kept in food and beverage manager office. By the end of the project all collected information will be discarded.

4.0 Personal Outcomes

This project will increase the communication level between guests as there will be lots of interactions. It will help in learning new ways of improving the service quality and also for the financial analysis of opening an outlet. It will increased our learning style as a SWOT analysis need to be done to identify the internal and external strengths and weaknesses.

Introduction

Rum is one of the famous product in Mauritius where many resorts have their own way of presenting it. The idea of rum truck was to present our local product in a unique way. This project will based on how we will implement it as a permanent feature to enhance guest’s satisfaction and generate revenue. It will also reduce the work load of the daily food and beverage operation as at Tamassa there are only two bars operating for two hundred and fourteen rooms

Based on the data collected, the project will be presented to the general manager of the resort for the approval. By the end of the project my aims is to increase my knowledge in leadership skill by implementing a new food and beverage outlet by preparing the costing, setting sales strategies, budgeting, establishing and ensuring the requirements of a new bar.


The Literature Review

Mauritius is one among the best vacation destination in the Indian Ocean but in 1990’s we have faced difficult times because of changing customer demands and increasing competition from other tourist destination like Maldives, Seychelles and Caribbean islands. Customer perceptions are defined as what the customer perceives about the services after having actually consumed the service (Kotler, 1997). The service provider may think that they are doing a great job but this may be perceived wrongly by the customer.

In my twelve years of service I have noticed that even the service level remained the same we keep facing difficulties, many hotels started to develop their strength by providing unique experience and innovating new ideas to make each moment matter for a customer.

1.0 Innovation

Nowadays if we do not innovate new ideas in businesses, it becomes very difficult to attract customers’ attention. We need to do things that are different from others which make it a reason to go. Base on that, we have introduced the rum truck at Tamassa Resort. In Mauritius we already have our own rum so we presented it in a different style. To maintain an innovated concept the quality of product and service need to be consistent. As cited by Palmer (2005), Juran defined quality as “fitness for use”; a definition based on satisfying the needs of customers (p. 153). Palmer (2005) states: quality is referred to as “conforming to requirements”; not as “goodness or elegance” (p. 153). This means that organisations have to set up standards, specifications and requirements. Once these are set, the quality objective would only be met if the various functions of the organisation comply with the standards, specifications or requirements.
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2.0 Customer expectations before implementation

At the moment we are operating the rum truck three times a week where “creole coffee” is being made and rhum tasting are being done for guests. We received some positive feedback and based on that we now want to upgrade the truck and convert it into a rhum bar. There was not any budget allocated for a new project so the truck was a perfect feature that could be operated with low cost. To implement a new concept we need to know the guests expectations and demands. According to Berry and Parasuraman (1991), “Customers assess service quality by comparing what they expect with what they perceive they are getting” (p. 63). Customers are the ones who will decide if the concept that you will implement will be successful or not. Therefore, customer expectations need to be above their satisfaction as they have the spending power.




3.0 The Objectives

 “Whilst on holidays, tourists tend to acquire memorable tangible reminders of their special time, in the form of souvenirs and artifacts, which do not only function as reminders of the destination visited.” Ivan Lai & Hitchcock (2015). The truck will generate revenue by selling rhum bottles to guests so that they can bring it as souvenir to their countries. This will also increase the guest’s satisfaction level and they can recommend their friends and families. To make all these possible we will scheduled a survey which will helped in finding the area of improvement.

References

Ivan, K.W.L., & Hitchcock (2015). Importance–performance analysis in tourism: A framework for researchers
Kotler, P. (1997). Marketing Management: Analysis, Planning, Implementation and Control. New Jersey: Prentice Hall, Inc.
Palmer, A. (2005). Principles of service marketing (4th Ed.). New York: Mac Grawhill Education.
Berry, L., & Parasuraman, A. (1991). Marketing services: Competing through quality.  New York: 
The Free Press.

The Research Methodology

1.0 Methods

To receive feedback, both quantitative and qualitative research was planned to improve the rum truck so that it can become a permanent feature. It is currently operating only three days per week. A questionnaire was prepared which included relevant questions about the rum, display, quality and the product knowledge of the bartender. It was divided into two sections where guests had the choices of three levels of expectations and at the end, they had to write their comments and suggestions. The questionnaire was intended to be very easy to fill and 

no personal information was required such as names, gender, nationality and age. It is short and it is voluntary which means that people who did not want to fill it could skip it. 

2.0 Participants

During the rum tasting, all our resident guests were targeted. At the hotel we have guests with different nationalities and ages which mean that we will definitely receive mixed comments and reviews. The hotel capacity is about five hundred guests with an average of three hundred and eighty guests per day; so we are targeting a minimum of fifty to one hundred and twenty per week to get a substantive research result. 

3.0 Surveys and interviews

All questionnaires were placed at the rum truck, where guests could fill and drop them in a box which is situated at our bar, same were collected at the end of the service. Challenges that were anticipated included many guests do not like to fill questionnaire during their holidays and the number of in-house guests varies everyday which may have delayed the collection of the expected amount of our surveys.

If we did not receive quantitative research results within the expected deadline then further interviews were planned to achieve the required amount of feedback needed for the project. The interview would take less than five minutes and same questions would be asked which are on the survey questionnaires.

4.0 Data Collection

A pilot study was conducted to find out guests satisfaction and clarity for the improvement of the project. All the information was recorded on an excel sheet (See in appendix 1) and the repetitive comments placed on priority. An action plan will be done to improve areas where guests have rated below expectations. Strict code of ethics regulations as outlined by the university will be respected and all the survey and interview questionnaires will be discarded after the completion of the project.


The Findings Reports

Sixty one respondents participated in the survey and interview which consisted of fifteen questions. Eighty one percent responded to fourteen questions only and the question where guests were requested to write their comments was completely ignored. Seventy five percent of the participants rated the rum truck overall above expectation whereas twenty five percent rated between below expectation.

1.0 Survey vs. Interview

The targeted survey and interview was fifty to one hundred and twenty participants. Forty one survey questionnaires were filled by the guests itself and twenty one were filled by conducting interviews. It has been noticed that there was a difference in rating when guests were interviewed compared to the one they filled on their own. Those who were interviewed contained more qualitative data. During interviews guest’s response were more specific and precise and they also shared many constructive feedback for the improvement of the project.

In the survey questionnaire we included the number of times a guests have visited a rum bar as this is vital for us to know. Being a resort there are many guests who filled the survey are not familiar to rum bar and if it was the first time they had tried it then we might not get the qualitative information that we are searching for comparison to those who are used to. Guests who frequently visit a rum bar will definitely share their experience as they will do the comparison and they were the guests whom we selected to interview. The result for how frequently a guest visit a rum bar monthly are shown on Chart 1: Guests visited rhum bar.

	3-5 times per month
	1-2 times per month
	Never

	26
	18
	17

	43%
	30%
	28%




							

Chart 1: Guests visited rhum bar.


2.0 Quality of the homemade rum

Forty four participants (72%) rated the rum above expectation which shows the rum quality is good and satisfaction level. For the seventeen guests (28%) who rated met expectation shared some constructive feedback.  The main feedback was:

Eighteen out of forty four mentioned we should use international brands as guests have their own preferences in taste. The concept of the rum truck is to promote the local rum and make people discover our product. But in our bar we already have the international brand so whenever we will get this kind of request same can be prepared and delivered the next day.
We received twelve comments which mentioned our rum was too sweet. This could have happened while preparing the rum the sugar amount was not respected as it depends on the fruits we used

3.0 Quality of service

The quality of service connects directly to question number three on the survey where guests have been asked to rate the bartender. Refer to the Chart 2: Service quality.











Chart 2: Service quality.

The quality of service shows that the guest’s satisfaction level is good. The quantitative result was excellent as most of the guests rated the service above expectation. While conducting the interviews, guests commented on the areas of improvements.  There was a hundred percent score in the welcoming whereas for the knowledgeable and efficiency we got three common remarks.
· Bartender uniform must be different from others. As per the hotel procedure all uniforms must be the same depending on the position you hold. The truck is an authentic experience and it looked different from other rum bar. A different uniform is an excellent suggestion as it will fit in the concept of local Mauritian bar.

· Mauritian history knowledge. The truck opened three days per week, so we did not invest in going deeply on Mauritian history, it was just an add on for guests experience but if we decided to implement it as a permanent feature then we need to educate our bartenders about Mauritius history as many first time traveler will inquired about the rum production and sugar cane. For this we will need to contact the suppliers and conduct a training.

· One bartender is not enough. As mentioned above, the rum truck was not a budgeted outlet. It was an innovative idea which have been developed and we were not sure it can be successful as well. At the moment we are using the actual budgeted manning of the bar by allocating one bartender on the opening days. We received this comment because if more than six or seven persons come to the truck the bartender get difficulties in explaining the rum flavours. If the project approved, we will definitely allocate a budget and increase the manning.

· Hot snack should be available during tasting. We do have snacks such as peanuts and olives. Guests are expecting the hot canapes like flitters, toasted sandwich which is a good suggestion. We will have to work on a costing along with chef before implementing it as same was not budgeted. 


3.0 Value for money

Among the fifteen questions, this was the one where the participants shared mixed reviews even the rating percentage was close to each other. All the twenty one guests whom we interviewed rated us below expectation. The result for the product good value for the price you paid are shown in the Chart 3: Value for money.


	Below Expectation
	Met Expectation
	Exceeded Expectation

	26
	8
	27

	43%
	13%
	44%




Chart 3: Value for money.
It was a bit confusing as most of the rating on the product quality was good but even that we score forty three percent below expectation compared to forty four percent above expectation. Thirteen percent rated met expectation. During the interview the common reviews were as follows:
· Rum bottles should be free of charge as it is a local product. At the resort most of our guests are on all-inclusive package which includes breakfast, lunch, dinner and selected local beverages. The truck concept have just been implemented and in our menus all drinks are clearly mentioned to be served by glass. At the truck we do serve guests in shot glass but we are not allowed to give them bottles unless they paid for it. Also the project is to make the rum truck a revenue income outlet.
· The bottles are overpriced compared to Caribbean rums. In Mauritius there is fifteen percent of government tax added in all alcoholic beverages and we need to add our profit margin in all our product in order to make our revenue and achieved our budget. This suggestion might be taken into consideration after the approval of the project to generate income. Same need to be work out with the financial controller.

5.0 Cleanliness

The question on cleanliness was added on the survey to ensure that our hygiene level were being respected and the result was very good. We scored eighty seven percent exceeded expectation. We received only one common feedback which was sometime it was dusty because of the crushed corals surrounding the truck area. 

6.0 Upgrading the rum flavours

The rum truck have a selection of seven flavoured rum which we requested guest to write their feedback and favorite one. All the sixty one participants responded to both question. After the analysis the passion fruit and vanilla rum was the best-selling item compared to the spices and coffee. On their suggestion we received twenty four persons requesting for mango and twenty one for coconut. We got one repetitive comment on these two flavours:
· Mauritius is a tropical island, we need to use the tropical fruits. It is a valid point as same was not taken into consideration while preparing the list. Mango is a seasonal fruit so we might add it as a seasonal rum but not on the menu but for the coconut same could be done as it will replace the slow moving items.

7.0 Rum truck presentation

The truck itself looks very beautiful, it is known as burger truck during the day and four times per week it is closed in the evening. Most of the reviewers were in favour of the truck, only thirteen participant rated met expectation and those guests were interviewed. Their comments were as follows:
· To add high tables and chairs for guests to sit. The concept was to guests come and do a degustation of rum but if same will be implemented as a permanent feature then we will need to add tables and chairs as it will be used as a lounge. Also a project have been approved to add day bed in front of the truck so same can be used for guests in the evening.
· Live Mauritian music. The truck is in our main area where we already have our band stage. Every night we have a live band so this will not be appropriate to play two different type of music in one location.
· To change the location where it is more relaxed. The idea is to use the truck as we wanted it to be a unique concept and also it had to be in the main area because if it is confirmed, to generate income the guests capture rate need to be high.

8.0 Rum truck awareness

Ninety percent of guests mentioned they will returned and recommend the rum truck to their friends and family. It is already an excellent result that guests are satisfied and we are able to enhance their experience. 
One of the question which had a high importance was about the awareness of the rum truck. The result was quite astonishing as it was not our expectation. To make the project successful guests needed to be aware so that they can participate and most important it need to generate income. The Chart 4: Rhum truck awareness shows the survey done by the sixty one participants.







Chart 4: Rhum truck awareness

The awareness of the rum truck was supposed to done by the team members and guest information board. As per the chart same can be noticed that the information board was not useful but the team members were informing guests. 
There were twenty four participant who passed by and stopped at the truck without anyone informing them. This is quite alarming as we need to emphasis on how we will communicate to guests if we want the project to stand. A session of brainstorming need to be scheduled to find out solutions and the way we want to advertise the truck. Till now nothing is official on our website. There were ten participant who mentioned they were aware by social media. Four of them were interviewed and they said their friends recommended them via Facebook. We can take this as an example and start advertising our rum truck on different social media platform to create the awareness.

9.0 Overall experience
To end the findings, guests rated their overall experience. Eighty percent rated above expectation and twenty percent rated met expectation which shows that the survey was in favour of the rum truck.




Conclusion

There will be some difficulties in implementing the rum truck as a permanent feature in the beginning as there are cost involved in certain requirements to operate it as a new food and beverage outlet. After having carried out the qualitative and quantitative research on findings, we have noticed that the positive results were high. Although the rum truck was advertised internally, it went out on social media by guests itself. Guests have started to recommend it to their friends and family by share their experience which was our aim. There were some constructive feedback which need to be considered such as the value for money and the awareness of the truck. To review the final price of the rum bottles a benchmarking need to be conducted so that our price remained competitive with others. On the survey many guests commented about innovative and unique concept as well. Finally based on the data collected, the project made the targeted audience feel nice about the product delivered. Overall we can suggest to implement the rum truck as a permanent feature.


















      Appendix 1
	Survey Sample Size: 61 respondents

	Questions
	1
	2
	3

	
	Below Expectation
	Met Expectation
	Exceeded Expectation

	Q1. Please rate the quality of our homemade rum?
	 
	17
	44

	
	0%
	28%
	72%

	Q2. Please rate the quality of service you received?
	 
	15
	46

	
	0%
	25%
	75%

	Q4. Please rate the quality of the presentation?
	 
	13
	48

	
	0%
	21%
	79%

	Q5. Was the product good value for the price you paid?
	26
	8
	27

	
	43%
	13%
	44%

	Q6. How neat and clean was the rum truck?
	 
	8
	53

	
	0%
	13%
	87%

	Q7. Please rate your overall experience?
	 
	12
	49

	
	0%
	20%
	80%

	 
	 
	 
	 

	Q8. How frequently you visit a rum bar?
	3-5 times per month
	1-2 times per month
	Never

	
	26
	18
	17

	
	43%
	30%
	28%

	 
	 
	 
	 

	Q3. Was your bartender….?
	yes
	No

	Helpful and welcoming
	61
	 

	
	100%
	0%

	Knowledgeable
	45
	16

	
	74%
	26%

	Prompt and efficient
	51
	10

	
	84%
	16%

	Q9. Will you come back again to the rum truck? 
	53
	8

	
	87%
	13%

	Q10. Would you recommend the rum truck to friend?
	58
	3

	
	95%
	5%






	Survey Sample Size: 30 respondents

	Questions
	Common Answers
	1
	2

	
	
	Answered
	Not Answered

	Q11.  Recommend to a friend. Why or why not?
	Taste very good (19), Nice location (7)
	42
	19

	
	Innovative concept (9), welcoming (7)
	69%
	31%

	Q12. How were you aware about the rum truck?
	By staffs (20), Info board(7)
	61
	 

	
	Passing by (24), Social media (10)
	100%
	0%

	Q13. Which rum did you taste?
	All rum (18), spices, Pineapple (3), Passion fruit(15)
	61
	 

	
	Coffee, Vanilla (15), lychee (9)
	100%
	0%

	Q14. Which flavours you suggest we add in our selection?
	Chilli, Banana, lemongrass
	To add
	Not to add

	
	Mango (24), strawberry (11)
	43
	18

	
	Coconut (21), cherries (2)
	70%
	30%

	Q15. Please share any feedback or suggestion?
	Innovative concept (4), welcoming
	Answered
	Not Answered

	
	To add more flavours, Rum lesson
	11
	50

	
	To add tables and chairs with snacks (4)
	18%
	82%





	RHUM TRUCK
Share your reviews………….
At Tamassa we are committed to provide a memorable experience to all our guests. We have just created a new concept by converting the burger truck which is opened during the day to the rum truck in the evening. All our rums are homemade and prepared by our talented bartender. Please fill out this questionnaire and place it in the box in our Bbar. This is a voluntary survey so you are welcome to share your feedbacks.
Please rate the quality of our homemade rums.
 1	 2	 3	
	Below Expectation                                                            
	   Exceeded Expectation


Please rate the quality of the service you received.
 1	 2	 3	
	Below Expectation
	Exceeded Expectation


Was your bartender…?
Helpful and welcoming?	 Yes |  No
Knowledgeable?	 Yes |  No
Prompt and efficient?	 Yes |  No
Please rate the quality of the presentation.
 1	 2	 3	
	Below Expectation
	Exceeded Expectation


Was the product good value for the price you paid?
 1	 2	 3	
	Not Really
	Well Worth It


How neat and clean was the rum truck?
 1	 2	 3	
	Below Expectation
	Exceeded Expectation


Please rate your overall experience.
 1	 2	 3	
	Below Expectation
	Exceeded Expectation


How frequently do you visit a rum bar?
 3-5 times per month	 1-2 times per month
 Once every 2 months	 Never
	
	
	




18

	
	

	Continued
	

	Will you come back again to the rum truck?
 Yes |  No
	

	Would you recommend the rum truck to a friend?
	

	 Yes |  No
	

	Why, or why not?
	

	
	

	
	

	How you were aware about the rum truck?
	

	
	

	
	

	Which rum did you taste?
	

	
	

	
	

	What flavours you suggest we add to our selection?
	

	
	

	
	

	Please share any additional feedbacks or suggestions.
	

	
	

	
	



Rum Truck Awareness

Sales	
Info Board	Staff	Social Media	Passed by	7	20	10	24	

Service quality

% Positive	
Service	Welcoming	Knowledgeable	Efficiency	75	100	74	84	% Negative	
Service	Welcoming	Knowledgeable	Efficiency	25	26	16	
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