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1.0 Project Proposal

The hotel industry has been one of the most competitive industries over the past twenty years. An excellent guest service is vitally important in all hotels. Guest service is one of the key factors to success in any business around the world. Particularly important in the hotel industry, where a guest is looking for the best service that can be provided to him. Whenever guests are coming to our hotel, they want to create memories and expect that team members go the extra mile to make their holiday memorable.
At LUX* Le Morne our current situation needs improvements in bar service. Presently, we have many youngsters who have joined our company who do not have the proper understanding of bar service. More and more complaints have been raised regarding the bar service. We believe that without training we will not be able to achieve our guest satisfaction level. These problems can be avoided and solved by learning guest needs and using this knowledge to increase satisfaction. The areas below are part of my research which has already been covered:
1. To understand guest service satisfaction elements, we implemented one to one meetings to know the guest expectations and thus to avoid complaints.
2. To provide a pleasant bar environment, where the team members already know the guest demands and preference on drinks.
3. To create unique guest experiences not found in any other hotels.
4. Better understanding of the new trends around the world. (Bar, gin with new flavours etc)
Networking with different outlet managers that are facing same issues and proposed solutions.


This project helped to better cater for the needs of LUX* Le Morne by doing qualitative and quantitative research. A questionnaire was provided to guests and an interview was also conducted on a voluntary basis. Information gathered has helped to go deeper in the needs about the new trends in bar service. Interviews were also carried out with team members. Email address has not been used because team members did not agree to provide their email address. Then, a survey was held via survey monkey to know their expectations and to identify areas where we should make improvements. 
The purpose of the research would have explained to the participants in the exploratory email if ever they were willing to provide, and it would have also been indicated clearly that participation was voluntary, with implying consent.
Participation in the interviews was on a voluntary basis, and consent were obtained via email from participants before interviews taking place. The survey was held for one month only. The personal learning outcomes of the researcher include:  knowledge on how to innovate to cater for our guest’s requirements by understanding bar trends and cultural expectations and also by networking with different hotels bar managers. It is intended to give training in order to improve the bar service, especially about the new trends and how to avoid guest complaints.



2. 0 Project Report
Introduction
Today, hospitality has emerged as a key research field among many researchers and academics as this industry has become profit making for both developing and developed nation states, in terms of employment. The service sector has seen extraordinary growth in the recent years. The service industry being a well-known industry, the researcher focuses on understanding and exceeding guest expectations. Being the researcher at LUX* Le Morne hotel, myself, barmen and bar waiters are focusing on providing the best service delivery to guests. Nowadays with the pace of innovation, guests are more demanding and better educated in terms of service at hotel bars. For the past three years one of the challenges at LUX* Le Morne has been how to improve bar service as are more and more complaints have been received from guests. To know how these complaints can be reduced, the researcher has conducted a survey including guests and team members to explore improvements that may be needed to reduce complaints.





















Literature review
The literature review gives an overview of what it is meant by service quality and understanding guest needs in a beverage outlet in a resort.
Recent years have observed numerous studies in the field of food and beverage management which have been undertaken by researchers. Kawon Kim (2000-2015), Chand and Slath (2018) have studied about guest service and found out the impact of food and beverages and guest service. The research demonstrated that guest satisfaction is greatly affected by service staff. 
Research on guest satisfaction, service quality, and guest loyalty has remained strong in hospitality and general literature. The researcher provides combined elements from review of research on guest satisfaction, service quality and guest loyalty for the period 2000 to 2018. Similarly, some studies revealed that low price, quality of food and drinks, location of the service, and value for money are some of the attributes that lead to guest expectation and service quality. A review of the emerging literature suggests that guest satisfaction and service quality are both separate, as it appears among marketing researchers.  Dhiman & Ghai (2015) revealed the set of bar practices followed in the Indian hospitality industry. They found that when the guest is served on the bar counter, it leads to higher guest satisfaction. Flaring attracts the guest and eventually results into repeat orders. Use of chilled glasses for cocktails is appealing to guests. Mechanical pourers help in fast pouring and reduce the risk of spillage. Beverage served in a sequence and to the correct guest makes the guests more satisfied. Thus, such implementation at the bar, may reduce the number of complaints in service.
Many new trends have been implemented universally such as gins bars, new smokey drinks etc which are still unknown to some people, in the local context. Mossati (2018) has written about the pink gin bar that is making a buzz nowadays. The researcher found reviews for instance; in Philippines, an article shows that the new pink gin bar is a reality. This new generations of the pink gin Bar were finally discovered in The Pink Gin Party on September 12 after much preparation. It was sure that it made an article at The Island, Boniface Global City’s first tropical-hot party place.  The available literature on beverage services practices reveals that some studies have been carried out by researchers in the field of food and beverage service practices, but much less work has been done in relation to beverage service practices and its impact on guest satisfaction. 








Research methodology
Qualitative and quantitative research methods were used to conduct this study. A research strategy was used aiming at fulfilling the set project objectives Guests were given a questionnaire which was used to collect primary data. The title was clearly mentioned at the top of the questionnaire. The research strategy adopted was to collect all primary data from guests on improvement of bar service. Team members were interviewed for any additional ideas on how we can make guest bar service experience more delightful to meet guests’ expectations.
Team members’ interview
The purpose of this interview was to find out whether team members are up to date with the trends expected by guests.
Interviews were held with team members to know how they are dealing with the new aspects of improvement on bar service in line with guest requirements. Interviews were conducted with 40 team members to know how they are meeting the service standards for our guests.
They were asked during the interview if ever they had the opportunity to help the resort in making improvements, what these would be and how the resort could help to better understand their needs to make improvement.
Information collected was treated with full confidentiality and if ever published, will not be classifiable     
Guest survey
At the very onset, the purpose of this survey was communicated to guests, i.e., it was highlighted that the goal of the survey was to get more qualitative information from them and to know how the team members are adapting themselves with customer service and new trends being introduced at the resort.
The guest survey helped us to make improvements by knowing our guests’ likes and dislikes about the service. We were also able to understand the new trends with respect to bar service. In so doing, guest preferences on drinks will be handled easily and consequently we will be able to seek for improvement.
Additionally, the survey allowed us to get closer to the guests and understand what attributes are the most important to them. Guests were asked whether the team are helping them enjoy their holidays while they were filling the survey. 
70 guests answered the paper-based questionnaire on how the resort can improve bar guest service. The questionnaire included the various attributes of bar improvement as discussed in the literature section. Respondents were asked to give their level of agreement that mostly and closely relates to their experience. The questionnaire was divided into 9 open-ended questions and guests were asked to provide their answers.
All surveys will remain private and present no risk of physical harm, emotional distress and does not include observation without guests’ knowledge.


Findings
The findings below are a result of both the guest survey and the team members’ interview. 
Team member Interviews:
Interviews were held with team members to understand their views on how to improve bar service and serve the needs of guests. More than 50% answered we are in need of more trained staff and new equipment for improvement. It requires personal awareness of service quality and team members should consider the bar service as a dynamic process where the guest will find that the team do knows about service and product knowledge.
Guest Survey
The most challenging part of the survey was question 3 where many guests gave their opinions on their own feelings that served as qualitative data for my study. On the other hand, the rest of my findings were very positive, as opposed to my apprehension of it being negative, given previous guest comments.
The first question was to found if the bar service was meeting expectation and most of the guests responded confidently. 93% answered that the bar is up to their needs and expectations while 7% of guests mentioned that it was not up to their expectations. In terms of answers, we had more respondents who were married couples and who have travelled a lot for holidays, looking for better service compared to honeymoon couples travelling for the first time. 

Question 2. To examine my second question and position of research variables, I did conduct a question based on a scale 1-5 to rate our bar service. The scale 1-5 stands for, from strongly disagree to strongly agree and they were told to put their own experience they had on the bar during their visit to the bar.   14% guests from 70 respondents answered negatively rating the bar service only 1-3 on the scale. Our research findings have several implications for barmen and waiters. First of all, waiters should be more focused on service quality because they are the first to have high influence on service. Barman need to remember that in order to be successful, they need to maintain good attitude no matter how bad their day was, as sometimes this can affect your service. 86% of the guests responded on a positive note by saying they always feel welcome on the bar and all team members have a smile and greet them properly. At the bar, the barman always welcome guests. Even when a guest is irritated and has a problem with something at the hotel, barmen are the best employees to solve problems after some couple drinks which is not always the case as many employees may tend to avoid conflict rather than acknowledge or confront it.
Question 3 shows what should be done at the bar to better cater your needs in terms of improvement as the guest was been brief it was a questionnaire for bar improvement only. However, many guests did answer from their own point of view. The overall answers were not that positive as many guests said that there is a need for more team members. More than 33% of guests found that the service was slow and they had to wait too long to be served, especially for beach service and food service at the two pool bars. 17% of guests mentioned that the resort needs to provide training to staff as many new team members cannot cater for their needs or satisfaction. 21% said we need more entertainment during aperitif time. The remaining 30% believed that the bar of LUX* Le Morne provides the best service so far.
Question 4 was whether the bar staff has been able to meet guests’ expectations and experience. So far, 64% of guests said that they had nothing to add as the team members of the bar have been very helpful and were even asking for precise needs. The service was prompt and quick. The team members did make them feel special, even when busy. The staff were able to give rapid service to meet their expectations. Many guests did say that even if the bar menu was well presented, orders were well taken and repeated. Guests were also briefed about the cocktail of the day. The quality of service delivery was followed up to know if the guest is being well served and taken care of. Additionally, it has been found that 18% of guests do not give any information about service and 18% confirmed that the bar staff have not met their expectations. When the resort is full of guests, it becomes difficult and challenging to keep every guest happy with the service. Sometimes guests might experience a delay in drink preparation and delivery. Also, during peak times, guest did not feel welcome and mentioned that the cocktail was not well briefed to them, in terms of the quantity of spirits. Taking all these into justifications in my findings, it was found that 18% of guests were not satisfied. Training will need to be provided to team members to ensure guest satisfaction as nowadays we have many young team members who joined the resort and they need to be better trained.
Question 5 was about overall satisfaction: “Would you ever come back to have a drink if you ever visit our hotel next year?”. Overall 93% of guests are satisfied with the bar drinks served to them. Even some did say they will recommend this bar to other friends coming on holiday and will say positive comments to them as the bar team members are very friendly. The results specify that the beverages service practices have a positive impact on guest satisfaction. On the other hand, 7% of them said they would not visit again. Some guests did say that they have waited long to have their drinks and food for lunch time. As a luxury hotel, the service delivery has to be faster. Appropriate training is needed here to make improvement. We can conclude here that official trainings are important and necessary in luxury hotels. Logically this level of service should not happen in luxury hotel where guests feel they don’t want to experience the service again.
Question 6 was about additional ways to improve bar service. This study also provides some ideas for forthcoming actions, as there are always ways to improve. 79% of guests answered that the bar does not have to make improvements, as “you are already the best in what you are doing.” Many guests said that that the bar service has been the best so far. Some guests said we do have best bar in terms of aperitifs, cocktails, digestive cocktails and the selection of wine that are being produced for the resort only. One of the interesting aspect of this question is that many guests talked about their own experience. They revealed what happened to them during their stay. 21% of guests said that there is a need for more variety in music in the resort; some said that they had AC problems in rooms and the others mentioned that restaurants should serve late light lunch. However, this does not relate to my study which focuses on improvement of bar service.
Question 7. was about guests having to wait long to be served. In order to consider whether the drinks service had an impact on service, I personally asked guests about answers written in the survey as out of 70 guests, 21% of guests said they waited too long to be served. Guest are equal parts of communication by letting know if ever the drinks will take time. When a guest visits the bar you must make them feel welcome. When you treat them with care and respect while serving them I do feel that not a single guest will find that they have waited too long for their drinks. Guest service has a huge influence on bar revenue as every satisfied guest will come to the bar 3-4 four times a day to have drinks which guests mentioned themselves. 79% were very satisfied with the timing of service and approachability of team members. While waiting for drinks service where they found team members were eager to ask about their day or are they well served in the resort so they never noticed that they waited long.
Question 8. was about what could we change about service and where we can make improvement, out of 70 guests who answered the survey, 24 guests mentioned that we need to have more team members. Many guests found there was a lack of staff in the resort as they had to wait too long to be assisted in any issues they got in terms of beach service, in room service and food and beverage. 46% did not answer the question as they did not know what to say about changes in service. 39% answered there is nothing to be changed as the resort service is best they could find so far. Staff being interviewed were asked this same question as sometimes it is good to have team members’ ideas. Many team members answered we need to have more well trained teams so that guests do not suffer from service delay and many newer ways of serving guests at the bar for lunch time as we do serve food as well. (For example, need to have a cook near to the bar where they will not have to run to kitchen as it a bit far)
Question 9. was about how well our team members meet your expectations in terms of bar service needs. After performing the breakdown, 62 respondents answered on a very positive note. 44% of guests were satisfied with the team members meeting their bar service needs and 56% mentioned an excellent note. Exceeding guest expectations should not be a difficult task to master. It is something that all of us do on a regular basis. The key is to be consistent and strengthen it whenever possible. Guest service needs are met is when team members serving them consistently across the hotel. Incomparable service comes from treating guests in the way they liked to be treated. Some say it takes behavior of how you will behave in service, some say it can be knowledgeable in terms of intelligence. Whatever the faith, serving others comes from an admiration for the individual and it is the foundation for any hotel that wishes to provide exceptional service. Your guests merit a warm welcome, attentive team members, and unique service that makes their stay an enjoyable stay the way it should happened. In addition, while hotel members’ contact with guests should make it an irreproachable or perfect experience, respect for the guest will bring your team members to levels of exceptional service. This is how my team is being trained from my learning and my personal skills that takes my findings on 100% positive note.










Conclusion/ Recommendations 
This study shows various beverage service practices and the relationship between the element of beverage services and the impact on global guest satisfaction.  The findings brought up several areas of improvement; for example, it was found that team members’ service has statistically an effect on guest satisfaction. The results of the survey will help the management of LUX* Le Morne and our team members identify areas where we can seek for improvement and upgrade our service quality. 
Recommendations for improvement are:
· To provide further training to staff
· To send team members to training sessions on recent trends in bar service
· To look for employees with the appropriate skills (people with knowledge of bar service and latest trends). 

We need to train employees on their approach to customers, i.e., to be more friendly and welcoming with a smile on their face. We should more frequently arrange in-house training sessions to ensure employees stay in touch with the required best practices.
Yet another recommendation would be to include additional drinks on the bar menu and review the drinks offered yearly so as to ensure we match the current/ ever-changing demands of our guests. 
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4.0 Approved Ethics Form
4.1

APPLICATION FOR ETHICAL APPROVAL

In order for research to result in benefit and minimise risk of harm, it must be conducted ethically. A researcher may not be covered by the University’s insurance if ethical approval has not been obtained prior to commencement.

The University follows the OECD Frascati manual definition of research activity: “creative work undertaken on a systematic basis in order to increase the stock of knowledge, including knowledge of man, culture and society, and the use of this stock of knowledge to devise new applications”. As such this covers activities undertaken by members of staff, postgraduate research students, and both taught postgraduate and undergraduate students working on dissertations/projects.

The individual undertaking the research activity is known as the “principal researcher”.

Ethical approval is not required for routine audits, performance reviews, quality assurance studies, testing within normal educational requirements, and literary or artistic criticism.

Please read the notes for guidance before completing ALL sections of the form.

This form must be completed and approved prior to undertaking any research activity. Please see Checklist for details of process for different categories of application.  


SECTION A: About You (Principal Researcher)

	Full Name:
	YOGESH SEEGOBINSING

	Tick all boxes which apply:

	Member of staff:
	☐	Student:
	☒	Honorary research fellow:
	☐


	Faculty/School/Centre:
	WIWBL

	Campus:
	CARMARTHEN

	E-mail address:
	Jimmyyogesh1101@gmail.com

	Contact Telephone Number:
	+2309248151

	For students:

	Student Number:
	1715717
	Undergraduate
	☒
	Programme of Study:
	Cert HE in professional Practice
	Taught Postgraduate
	☐
	Director of Studies/Supervisor:
	TESSA Oosthuizen
	Research
	☐


SECTION B: Approval for Research Activity

	Has the research activity received approval in principle?
(please check the Guidance Notes as to the appropriate approval process for different levels of research by different categories of individual)
	YES
	☒	NO
	☐
	     
	Date

	If Yes, please indicate source of approval (and date where known):
	Research Degrees Committee
	☐	

	
	Faculty Research Committee
	☐	

	
	Other (write in)
WIWBL Ethics Board Representative
	☒	


Approval in principle must be obtained from the relevant source prior to seeking ethical approval.

SECTION C:  External Ethical Guidance Materials

	Please list the core ethical guidance documents that have been referred to during the completion of this form (including any discipline-specific codes of research ethics, and any specific ethical guidance relating to the proposed methodology).  Please tick to confirm that your research proposal adheres to these codes and guidelines.

	
	☐
	Lux Resorts and Hotels code of conduct and ethics
	☒

	
	☐




SECTION D: External Collaborative Research Activity

	Does the research activity involve collaborators outside of the University?
	YES
	☐
	NO
	☒

	
If Yes, please provide the name of the external organisation and name and contact details for the main contact person:

	Institution
	

	Contact person name
	

	Contact person e-mail address
	



Where research activity is carried out in collaboration with an external organisation
	Does this organisation have its own ethics approval system?
	YES
	☐
	NO
	☐

	If Yes, please attach a copy of any final approval (or interim approval) from the organisation




SECTION E: Details of Research Activity

	Indicative title:
	Improving guest service at the main bar at LUX LE MORNE

	Proposed start date:
	
	Proposed end date:
	22-4-19

	Purpose of research activity (including aims and objectives)
Outline the purpose, aims and objectives of the research activity, including key research questions. Show briefly how existing research has informed the proposed activity and explain what the research activity will add and how it addresses an area of importance. (Maximum 300 words)

	Background
I work for LUX* Le Morne located in the south of the island. I oversee the Beverage Department as assistant bar manager. Guest complaints reflect challenges with the service in this bar.
Aims
The aims of the project will therefore be:
· to analyse the impact of service quality on guest satisfaction
· to define ways of improving guest service
· to analyse the impact of quality on satisfaction between service and customer
· to identify ways to satisfy guest needs and demands. 
· to understand customer service expectations

My personal learning outcomes:
· to understand customer expectations in relation to their culture (guests from different parts of the world)
· to identify trends from the rest of the world with respect to bar services and products
· Networking/ learning from others.

Previous Research
 A previous study investigated the impact of food & beverage services practices on customer's perception in the food outlets of Chandigarh, India. The study used both quantitative and qualitative research approaches. A structured questionnaire was developed using different dimensions of customer's satisfaction from food & beverage service practices from existing literature. Data was collected from 435 customers visiting the food & beverage outlets in Chandigarh, India. The research instrument contained 58 items across five dimensions, for instance, dining environment, menu, food & beverage, service staff, overall satisfaction etc. From the analysis, it was found that service staff has a statistically significant effect on customer satisfaction with a coefficient of determination (R2) of 54.4%. This implies that this factor contributes to 64.9% of customer satisfaction while the other factors contribute to 45.6%. The results of the study could be helpful to the management of food &beverage outlets in their policy formulation in the context of improving customer satisfaction and food & beverage service practices. [ABSTRACT FROM AUTHOR]
References.
[bookmark: citation]Chand, M., Slath, A. (2018). Impact of Food and Beverage Service Practices on Customer Satisfaction in the Food Outlets, Chandigarh, India. International Journal of Hospitality & Tourism Systems, Vol. 11 (Issue 2), p73-81. 9p. 
 

	Proposed methods
Provide a brief summary of all the methods that may be used in the research activity, making it clear what specific techniques may be used. If methods other than those listed in this section are deemed appropriate later, additional ethical approval for those methods will be needed. (Maximum 600 words)

	Methodological Position
Qualitative and quantitative research method will be used to conduct this study. The primary date collection will be done by conducting interviews in the hotel on customer service. The research findings shall be analyzed by qualitative techniques to build analyses and draw conclusion


Participants
· Team members of food and beverage department comprising around 103 participants  
· Survey of guests visiting the bar to understand their expectations

Methods
TEAM MEMBER SURVEY:
· The purpose of this survey is to know how our team members will establish the trend for our customers. 
·  The survey will be sent out to team members by email and the survey will be done via survey monkey to know team members’ needs.
· The methods will be analysed by qualitative techniques to build analyses and draw conclusions. 
·  This will allow us to know whether improvement is needed for Team Members

GUEST SURVEY:
· Will help to bring improvement in service delivery by knowing  guests’ likes and dislikes.
· Get closer to guest (understand what attributes are the most important, a guest survey was conducted via questionnaire which was based on improvement on bar service) 
· 

INTERVIEW WITH GUESTS: 
· Face to face interviews will be carried out with any guest willing to participate. 

INTERVIEW WITH TEAM MEMBERS
·  Face to face interviews with Team Members to find out how they are dealing with trending guest requirements

Analysis:
· Determine perceived levels of service as well as latest trends and guest expectations so that bar services can be improved




	Location of research activity
Identify all locations where research activity will take place.

	All research activity will take place at Lux* Le Morne Resort.


	Research activity outside of the UK
If research activity will take place overseas, you are responsible for ensuring that local ethical considerations are complied with and that the relevant permissions are sought. Specify any local guidelines (e.g. from local professional associations/learned societies/universities) that exist and whether these involve any ethical stipulations beyond those usual in the UK (provide details of any licenses or permissions required). Also specify whether there are any specific ethical issues raised by the local context in which the research activity is taking place, for example, particular cultural sensitivities or vulnerabilities of participants.

	 The whole project will be based at LUX* LE MORNE Resort, Mauritius which is a unit of The LUX Collective.





SECTION F: Scope of Research Activity

	Will the research activity include:
	
YES
	
NO

	Use of a questionnaire or similar research instrument?
	☒
	☐

	Use of interviews?
	☒
	☐

	Use of diaries?
	☐
	☒

	Participant observation with their knowledge?
	☐
	☒

	Participant observation without their knowledge?
	☐
	☒

	Use of video or audio recording?
	☐
	☒

	Access to personal or confidential information without the participants’ specific consent?
	☐
	☒

	Administration of any questions, test stimuli, presentation that may be experienced as physically, mentally or emotionally harmful / offensive?
	☐
	☒

	Performance of any acts which may cause embarrassment or affect self-esteem?
	☐
	☒

	Investigation of participants involved in illegal activities?
	☐
	☒

	Use of procedures that involve deception?
	☐
	☒

	Administration of any substance, agent or placebo?
	☐
	☒

	Working with live vertebrate animals?
	☐
	☒

	Other primary data collection methods, please explain in this box


	☐
	☒



If NO to every question, then the research activity is (ethically) low risk and may be exempt from some of the following sections (please refer to Guidance Notes).

If YES to any question, then no research activity should be undertaken until full ethical approval has been obtained. 
SECTION G: Intended Participants

	Who are the intended participants:
	
YES
	
NO

	Students or staff at the University?
	☐
	☒

	Adults (over the age of 18 and competent to give consent)?
	☒
	☐

	Vulnerable adults?
	☐
	☒

	Children under 18?
	☐
	☒

	Prisoners?
	☐
	☒

	Young offenders?
	☐
	☒

	Those who could be considered to have a particularly dependent relationship with the investigator or a gatekeeper?
	☐
	☒

	People engaged in illegal activities?
	☐
	☒

	Others (please identify):


	☐
	☐



	Participant numbers and source
Provide an estimate of the expected number of participants. How will you identify participants and how will they be recruited? 

	Participants will be in-house staff which includes around 103 members but mainly food and beverages members which amounts to around 70 people.
Participation of approximately 100 guests.



	Information for participants:
	
YES
	NO
	
N/A

	Will you describe the main research procedures to participants in advance, so that they are informed about what to expect?
	☒
	☐
	☐

	Will you tell participants that their participation is voluntary?
	☒
	☐
	☐

	Will you obtain written consent for participation?
	☐
	☐
	☒

	Will you explain to participants that refusal to participate in the research will not affect their treatment or education (if relevant)?
	☒
	☐
	☐

	If the research is observational, will you ask participants for their consent to being observed?
	☐
	☐
	☒

	Will you tell participants that they may withdraw from the research at any time and for any reason?
	☒
	☐
	☐

	With questionnaires, will you give participants the option of omitting questions they do not want to answer?
	☒
	☐
	☐

	Will you tell participants that their data will be treated with full confidentiality and that, if published, it will not be identifiable as theirs?
	☒
	☐
	☐

	Will you debrief participants at the end of their participation, in a way appropriate to the type of research undertaken?
	☒
	☐
	☐

	If NO to any of above questions, please give an explanation 

	






	Information for participants:
	
YES
	NO
	
N/A

	Will participants be paid?
	☐
	☒
	☐

	Is specialist electrical or other equipment to be used with participants?
	☐
	☒
	☐

	Are there any financial or other interests to the investigator or University arising from this study?
	☐
	☒
	☐

	Will the research activity involve deliberately misleading participants in any way, or the partial or full concealment of the specific study aims?
	☐
	☒
	☐

	If YES to any question, please provide full details 

	







SECTION H: Anticipated Risks

	
Outline any anticipated risks that may adversely affect any of the participants, the researchers and/or the University, and the steps that will be taken to address them. 

If you have completed a full risk assessment (for example as required by a laboratory, or external research collaborator) you may append that to this form.  

	Full risk assessment completed and appended? 

Yes                               ☐
 No                                   ☒


	Risks to participants
For example: emotional distress, financial disclosure, physical harm, transfer of personal data, sensitive organisational information

	No anticipated harm


	

	If research activity may include sensitive, embarrassing or upsetting topics (e.g. sexual activity, drug use) or issues likely to disclose information requiring further action (e.g. criminal activity), give details of the procedures to deal with these issues, including any support/advice (e.g. helpline numbers) to be offered to participants. Note that where applicable, consent procedures should make it clear that if something potentially or actually illegal is discovered in the course of a project, it may need to be disclosed to the proper authorities

	
No risk anticipated


	

	Risks to investigator
For example: personal safety, physical harm, emotional distress, risk of accusation of harm/impropriety, conflict of interest

	
No risk anticipated


	

	University/institutional risks
For example: adverse publicity, financial loss, data protection

	No risk anticipated


	

	Adverse outcomes
List measures put in place to limit any adverse effects or outcomes of research activity where appropriate. Include any emergency protocols. 

	
If low response from guests, the timeline will be extended by 1 month and new guests will be sourced. Nonetheless, if after extension the situation of low response persists, the number of guests targeted will be reduced to 50, so as to meet the deadline.

In case  some team members do not want to be interviewed or answer the survey, the sampling number will  be decreased to a minimum of 50 from the initial 70, in order to have a coverage not lower than 50% of the department





	Disclosure and Barring Service

	If the research activity involves children or vulnerable adults, a Disclosure and Barring Service (DBS) certificate must be obtained before any contact with such participants.
	


YES
	


NO
	


N/A

	Has a DBS certificate been obtained?
	☐
	☐
	☒





SECTION I: Feedback, Consent and Confidentiality

	Feedback
What feedback will be provided to participants, how will this be done and when? 

	
It will be explained to participants within the introductory email that feedback on outcomes of the research will be made available to them upon request


	

	Informed consent
Describe the arrangements to inform potential participants, before providing consent, of what is involved in participating. Describe the arrangements for participants to provide full consent before data collection begins. If gaining consent in this way is inappropriate, explain how consent will be obtained and recorded.

	
The purpose of the research will be explained to participants in the introductory email, and it will also be indicated clearly that participation is voluntary, with participation implying consent.
Participation in interviews will require participants to volunteer, and informed consent would be obtained via email from participants before interviews take place



	

	Confidentiality / Anonymity
Set out how anonymity of participants and confidentiality will be ensured in any outputs. If anonymity is not being offered, explain why this is the case. 

	
Survey: the use of the online survey tool, ‘Survey Monkey’ ensures anonymity of responses
Interviews: interviewees will be randomly selected from those volunteering, and responses will be anonymized before analysis by the use of codes







SECTION J: Data Protection and Storage

In completing this section refer to the University’s Research Data Management Policy and the extensive resources on the University’s Research Data Management web pages (http://uwtsd.ac.uk/library/research-data-management/).
	
	YES
	NO

	Does the research activity involve personal data (as defined by the Data Protection Act)?
“personal data” means data which relate to a living individual who can be identified—
(a) from those data, or
(b) from those data and other information which is in the possession of, or is likely to come into the possession of, the data controller, and includes any expression of opinion about the individual and any indication of the intentions of the data controller or any other person in respect of the individual.
	☐
	☒

	If YES, provide a description of the data and explain why this data needs to be collected:

	

	

	Does it involve sensitive personal data (as defined by the Data Protection Act)?
“Sensitive personal data” means personal data consisting of information as to –
(a) the racial or ethnic origin of the data subject,
(b) his political opinions,
(c ) his religious beliefs or other beliefs of a similar nature,
(d) whether he is a member of a trade union (within the meaning of the Trade Union and Labour Relations (Consolidation) Act 1992),
(e) his physical or mental health or condition,
(f) his sexual life,
(g) the commission or alleged commission by him of any offence, or
(h) any proceedings for any offence committed or alleged to have been committed by him, the disposal of such proceedings or the sentence of any court in such proceedings.
	☐
	☒

	If YES, provide a description of the data and explain why this data needs to be collected:

	Only staff email




	Will the research activity involve storing personal data on one of the following:
	YES
	NO

	Manual files (i.e. in paper form)?
	☒
	☐

	University computers?
	☐
	☒

	Private company computers?
	☐
	☒

	Home or other personal computers?
	☒
	☐

	Laptop computers/ CDs/ Portable disk-drives/ memory sticks?
	☒
	☐

	“Cloud” storage or websites?
	☐
	☒

	Other – specify:

	☐
	☐

	For all stored data, explain the measures in place to ensure data confidentiality, including details of password protection, encryption and anonymization:

	
May have to print out survey forms. These will be stored safely and destroyed after the assignment is complete.
Personal computer is password protected



	Will the research activity involve any of the following activities:
	YES
	NO

	Electronic transfer of data in any form?
	☒
	☐

	Sharing of data with others at the University?
	☐
	☒

	Sharing of data with other organisations?
	☐
	☒

	Export of data outside the European Union or importing of data from outside the UK?
	☐
	☒

	Use of personal addresses, postcodes, faxes, emails or telephone numbers?
	☒
	☐

	Publication of data that might allow identification of individuals?
	☐
	☒

	Use of data management system?
	☐
	☒

	Data archiving?
	☐
	☒

	If YES to any question, please provide full details, explaining how this will be conducted in accordance with the Data Protection Act (and/or any international equivalent):

	It would be anonymous as survey monkey is used – only email addresses would be used. These are protected in terms of the LUX policies.




	List all who will have access to the data generated by the research activity:

	Researcher (myself)


	

	List who will have control of, and act as custodian(s) for, data generated by the research activity:

	Researcher (myself)


	

	Give details of data storage arrangements, including where data will be stored, how long for, and in what form. Will data be archived – if so how and if not why not.  

	
Data will be downloaded from survey monkey, kept for 6 months after finishing the project and will be anonymous.




SECTION K: Declaration

	The information which I have provided is correct and complete to the best of my knowledge. I have attempted to identify any risks and issues related to the research activity and acknowledge my obligations and the rights of the participants.

In submitting this application I hereby confirm that I undertake to ensure that the above named research activity will meet the University’s Research Ethics and Integrity Code of Practice

	Signature of applicant:
	Y.Seegobin
	Date:
	28.11.2018



For students:
	Director of Studies/Supervisor:
	Tessa Oosthuizen

	Signature:
	


	Date:
	6-12-18



For staff:
	Head of School/Assistant Dean:
	

	Signature:
	


	Date:
	




Checklist: Please complete the checklist below to ensure that you have completed the form according to the guidelines and attached any required documentation:
	☒
	I have read the guidance notes supplied before completing the form.

	☒
	I have completed ALL RELEVANT sections of the form in full.

	☒
	I confirm that the research activity has received approval in principle

	☐
	I have attached a copy of final/interim approval from external organisation (where appropriate)

	☐
	
I have attached a full risk assessment (and have NOT completed Section H of this form) (where appropriate)


	☒
	I understand that it is my responsibility to ensure that the above named research activity will meet the University’s Research Ethics and Integrity Code of Practice.

	☒
	I understand that before commencing data collection all documents aimed at respondents (including information sheets, consent forms, questionnaires, interview schedules etc.) must be confirmed by the DoS/Supervisor, module tutor or Head of School.




	RESEARCH STUDENTS AND STAFF ONLY
All communications relating to this application during its processing must be in writing and emailed to pgresearch@uwtsd.ac.uk , with the title ‘Ethical Approval’ followed by your name.
You will be informed of the outcome of your claim by email; therefore it is important that you check your University and personal email accounts regularly.



STUDENTS ON UNDERGRADUATE OR TAUGHT MASTERS PROGRAMMES should submit  this form (and receive the outcome) via systems explained to you by the supervisor/module leader.

This form is available electronically from the Academic Office web pages: http://www.uwtsd.ac.uk/academic-office/

Application Process

All staff research projects and all research students must submit the Ethical Approval Form to the University Ethics Committee via the Academic Office (pgresearch@uwtsd.ac.uk).   Staff research directly in relation to personal study for taught undergraduate or Masters programmes should be submitted via the Faculty procedures explained below.

Taught masters and taught undergraduate research Ethical Approval Forms are considered within Faculties.  Faculties will provide details of the specific processes for this.  Where the Ethical issues within any single ethical application are of particular concern the Faculty will refer these to the University Ethics Committee.   Any student activity that involves the collection of primary data needs to undergo Ethical approval, this includes assignment work as well as dissertations.   

Notes for guidance in completion of this form

Section A:  About You
Please complete all relevant sections

Section B:  Approval for research activity
Research proposals must be approved in principle before applying for Ethical Approval.  The proposal approval only becomes final when the ethical approval is received.  

The process for proposal approval varies according the individual and programme of study:
· Research students, by application on form PG1 to the Research Degrees Committee
· Taught students by review of research proposal within Faculties (Faculties provide specific details of these processes)
· Staff, by agreement by the Head of School/Assistant Dean

Section C:  External Ethical Guidance materials
Many discipline areas are required to operate with the discipline specific codes of research ethics (for example health, psychology, education etc.), any such codes must be listed and you must tick to confirm that you have consulted with these.

Section D:  External Collaborative Research Activity
Provide details of the external collaborative partners, where appropriate you might want to submit a copy of the external collaboration agreement with the Ethical Approval Form.  If the partner requires the research to be subject to its own internal Ethical approval process then please provide details of that process and a copy of any final (or interim) approvals received from the organisation.

Section E:  Details of Research Activity
Remember that the individuals reviewing this Ethical Approval Form may not have seen your research proposal, and also may not be experts in the specific area of your research.  The information provided should therefore be jargon free and clearly stated.
Indicative Title:  please use the same title as used on the research proposal.
Purpose:  the Ethical approval process will want to ensure that the methods you propose are adequate and appropriate to address the research aims and objectives.  Excessive additional data collection can be seen as unethical.
Proposed Methods:  the Ethical approval process seeks to ensure that you understand the methods that are intended, and that the implementation of those methods will be appropriate and without unnecessary impact on respondents.  Please be specific.
Location:  this needs to mention geographical location and also local situation (for example, within Local Authority Offices in Cardiff, using a private room but close to other individuals).  If you are collecting data within an organisational setting then you need to explain the permissions that you have obtained to do this.
Research Activity outside of the UK:  please complete this section in detail, and note any guidance you have received.  Also describe your own familiarity (or not) with the location that you will be utilising.

Section F:  Scope of Research Activity
Please tick ALL of the research activities that might be undertaken.   If any additional types of activity are intended then please add an extra box and describe these.
If you have answered no to all questions in F then sections G and J do not need to be completed.  Section H should be considered, and may be completed.  Signatures are still required in section K.

Section G:  Intended Participants
Please tick all categories that might apply.
Numbers & Source:  if you are using a series of different methods or research activities please list numbers for each stage/phase.  Be clear about how you will find respondents.   Will you use intermediaries, and if so how?  How will you ensure compliance with your sampling strategy?
Information for participants:  all participants should be appropriately informed about the research, what is expected of them and what will happen to the information that they provide.  The Ethical review process does not ask to see this documentation, but requires this to be reviewed and approved by the Director of Studies in the case of research students, the supervisor/module tutor in relation to students on taught programmes and the Head of School/Assistant Dean in relation to staff research.

Section H:  Anticipate Risks
All research carries some level of risk.  The answers you provide to questions in this section will be reviewed to ensure that you have an appropriate understanding of the type of risks involved and how you can mitigate against these risks. If you have completed a full risk assessment, as required for example for laboratory work, field work, clinical tests, diving operations, or by a collaborative partner, you may append that to this form.  In that case, please tick the box indicating this has been provided.  You will not then be required to complete Section H.
Risk to participants   Think very carefully about how your actions/questions/discussions might affect the people you are involving as participants.  You might identify the risk as small but it would still be a risk.  Many types of question have the potential to make respondents less content with their life / job; you need to recognise and try to ameliorate any such effects
If these are business owners, time with you may reduce profit.  
In some locations physical risk is very real to both participants and yourself, please consider this.
Risk to you, the researcher   Think about where you will meet people, if there are any dangers involved in the location.  If you are meeting people as individuals think about using a public place.  In general do not visit people in their own homes or remote locations.  If you are talking to individuals about certain issues think about how their responses might affect you emotionally.  What about the risk of collecting insufficient data?
Risk to the University   When undertaking your research, you are acting as a member of the University (student or staff).  Professionalism is important, so it is important to be well organised and well prepared. Punctuality, clarity etc. are all part of this.  What will you do to ensure this?  You must ensure you do not harm the good name of the University in any way and do nothing to undermine the reputation of the research it conducts and sponsors.  Upholding high standards of conduct and integrity are vital in this regard. You must also conduct the research in such a way to minimise the potential for claims of negligence made against the University, its researchers and any collaborating individual or organisation. In this respect you should always comply with ethical, legal and professional frameworks, obligations and standards as required by statutory and regulatory authorities, as well as the university’s Research Integrity and Ethics Code of Practice.  Research misconduct in this respect can take many forms, including:
· fabrication: making up results or other outputs (eg, artefacts) and presenting them as if they were real
· falsification: manipulating research processes or changing or omitting data without good cause
· plagiarism: using other people’s material without giving proper credit
· failure to meet ethical, legal and professional obligations: for example failure to declare competing interests; misrepresentation of involvement or authorship; misrepresentation of interests; breach of confidentiality; lack of informed consent; misuse of personal data; and abuse of research subjects or material
· improper dealing with allegations of misconduct: failing to address possible infringements such as attempts to cover up misconduct and reprisals against whistle-blowers

Adverse Outcomes.  Think carefully about the possibilities, and cover here

Section I:  Feedback, Consent and Confidentiality
Feedback to participants:  outline your approach.   Will interview transcripts be shared with respondents to check accuracy?  Will summaries of questionnaire analysis be made available to respondents in some way?   Will an overview report be provided?  How and when?
Informed consent:   Draft letter / e-mail / or heading (or footer) section of questionnaire must be approved by DoS/supervisor (if research student), supervisor/module tutor if taught student, or Head of School / Assistant Dean if a member of staff.
Confidentiality/Anonymity.  Explain clearly how you will ensure confidentiality and anonymity.

Section J:  Data Protection and Storage
Before completing this section it is necessary to read the University’s Research Data Management information.   The questions that follow are designed to ensure compliance with the Data Protection Act as well as established research protocols.

Many research activities will involve electronic transfer of data and use of data management systems in the summarisation and analysis of data.  You will need to explain these in relation to compliance with the Data Protection Act.
Think carefully about who will have access to your data, this will include supervisors and examiners. Also that a thesis will be made available via the University library and the British Library system.  If you are seeking an access bar for a period of time after completion then mention it here.  If you will provide a copy of your findings, or intend to give a presentation, to a facilitating/ supporting/accessing organisation then explain that in this section.  But also think about the general principle of data sharing, as explained in the Research Data Management information.
In terms of storage of data please ensure security, and also mitigate against loss of data.

Section K:  Declaration
Ensure the appropriate countersignatures have been provided
Look carefully at the checklist and ensure that you comply with and tick all that are relevant to your research.
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Q1.was the bar service up to your needs and expectations 5 65 5 65 70

0% 7% 0% 0% 93% 7% 93%

Q2. How would you rate of bar service on a scale 1-5 4 10 21 35 14 56 70

0% 6% 14% 30% 50% 20% 80%

Q3. What could our hotel do to improve how we cater for your needs 15 9 8 14 24 22 46

33% 21% 17% 30% 46% 45%

Q4.is there any recent example where we have not met your 

expectations? Please tell us about this experience

10 10 36 20 36 56

0% 18% 18% 0% 64% 36% 64%

Q5. would you have your drink on bar again if ever you come to hotel 

next year

5 65 5 65 70

7% 0% 0% 0% 93% 7% 93%

is there any additional way where we could improve in our bar service? 

About your favourite, you ever had on a bar

5 10 55 15 55 70

0% 7% 14% 0% 79% 21% 79%

how you waited long for your drinks service 10 60 10 60 70

0% 14% 0% 0% 86% 14% 86%

not ans nothing more staff

25 21 8 46 8 54

46% 39% 15% 85% 15%

27 35 0 62 62

0% 0% 0% 44% 56% 0% 100%

Survey Sample Size: 70 respondents

ANALYSIS

Q8.what Is you change about service and what it will be

Q9. how well are our team members meeting your bar service needs.


image2.png
[How can I improve bar guest service at lux le mgre hotel resort?

1.Was the bar service up to your needs and expectations?

2.how would you rate of bar service on a scale of 1-5?
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