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[bookmark: _Toc6577975][bookmark: _Toc6581569]SECTION 1 – PROJECT PROPOSAL 
[bookmark: _Toc6577976][bookmark: _Toc6581570]1.1 The Topics
Enhancing communication within the spa department of LUX* Belle Mare

[bookmark: _Toc6577977][bookmark: _Toc6581571]1.2 Rationale
The Spa of LUX* Belle Mare consists of a team of 22 persons including the fitness team. When the hotel was refurbished in 2014, the Spa Booker which is an internationally recognized spa software, was integrated into the spa processes. However, until now only one limited function of the Spa Booker is being used by the team: the reservation calendar. 
Looking at the various guests’ feedback and complaints, the main issue in the spa is related to poor or miscommunication. The objective of the research is to understand if and how the Spa Booker can be utilized to enhance the communication within the spa, thus minimizing or eliminating the complaints of guests related to communication failures.
[bookmark: _Toc6577978]The Spa Booker has been designed to simplify routine tasks; is accessible from any device, no matter where you are, providing flexibility for the employees. This software is an already existing system at the hotel. The features of the Spa Booker makes it easier to manage the schedule, customer records, and other key information. The most important feature is that it can records all detail about guests and it is accessible to everyone.
[bookmark: _Toc6581572]1.3 The intended impact
The intended impacts of the research is as follows:
1. Enhance the communication in the spa through technology more specifically by using the Spa Booker.
2. By so doing, minimise or eliminate the complaints related to communication failures.
This research would also have a positive impact on the scope of operations of the Spa Manager (the researcher). Spending less time troubleshooting guest complaints would equate to more time to focus on relevant management strategies. This research would enrich the manager’s knowledge of how technology affects communication in a spa team and the features of Spa Booker.

[bookmark: _Toc6577979][bookmark: _Toc6581573]1.4 The proposed methodology
For the purpose of this research, the methodology will be both qualitative and explorative. It will consist of:
1. Review of existing research and surveys – ascertain how technology can improve communication in a spa environment.
2. Interviews - Face to face or on the phone interviews will be conducted to obtained detailed qualitative data. Questions will be open-ended and will focus on the reasons for choosing Spa Booker, how useful it is, and any challenges they came across. Interviewees will be Spa Managers, Assistant Spa Managers and receptionist across Mauritius.
3. Focus groups - sharing of ideas and knowledge about Spa Booker in meetings with the spa managers of The Lux Collective Group ensuring that the objective of the research maintained throughout. Also to understand why all features of Spa Booker is not being used.
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[bookmark: _Toc6577980]
[bookmark: _Toc6581574]1.5 Ethics and insider researcher 
As the project is to enhance communication within the team and be beneficial for the department, participation is anticipated to be candid. The purpose of the research will be explained to the participants before asking the questions and it will also be indicated clearly that participation is voluntary, with participation implying consent.


[bookmark: _Toc6577053][bookmark: _Toc6577981][bookmark: _Toc6581575]SECTION 2 – PROJECT REPORT

[bookmark: _Toc6577982][bookmark: _Toc6581576]2.1 Introduction 
[bookmark: _Toc6577983][bookmark: _Toc6578092][bookmark: _Toc6578329][bookmark: _Toc6578669][bookmark: _Toc6581577]Having analyzed various guests’ feedback and complaints, there appears to be an issue of poor or miscommunication in the spa. As we were already using SPA BOOKER software, the objective of the research was to understand if and how the SPA BOOKER can be utilized to enhance the communication within the spa, thus minimizing or eliminating the complaints of guests related to communication failures. The intended impact of the research was to enhance the communication in the spa through technology more specifically by using SPA BOOKER.  This will enhance our level of service and communication flows with the guest, team members and certain departments. 

[bookmark: _Toc6577054][bookmark: _Toc6581578]2.2 Literature review

This literature review gives an insight of how lack of communication could be a barrier in day- to-day operations. Through this research the main types of communication were identified. After which, the common barriers associated to each type were also researched to know where the spa stood within them.
[bookmark: _Toc6576457][bookmark: _Toc6577055][bookmark: _Toc6577602][bookmark: _Toc6577985][bookmark: _Toc6578094][bookmark: _Toc6578331][bookmark: _Toc6578671][bookmark: _Toc6581579]Communication is a must to ensure a proper running of the day to day operation; especially when interacting directly with customers. “Communication is key in a business. Whether communicating with your customers, contacting your vendors or sharing relevant information about your business, your information must come through in an accurate and appealing way”.
Technology has revolutionized the way people do business and communicate. Rather than rely solely on face-to-face communication, company owners and their employees have a wide variety of technology-mediated resources at their disposal. As highlighted (Elisabeth Natter: 2019) in her paper on importance of Technology in the workplace, “Computerized communication allows immediate access to customers, business associates, vendors and employees in other parts of the country and even the world. “
As any other industry, the hospitality sector is communication driven. While we insist that communication is very important, communication itself is vast. To ensure that the right message has been communicated, a proper channel should be adopted to reach the target audience.  “In a digital age where everything is instant and high touch is unexpected, we exceed expectations by providing a face to face and hands-on, classic and timeless approach to guest service,” commented Maureen Kiperman, Director of Spa Operations for Ocean Properties.
Following my literature review on Meevo’s Success Center, I have analyzed that “using communication technology, staff will be able to offer faster, more personalized service with fewer miss –steps”. Hence in this era, choosing and using the right technology as the right means of communication is an important part of running a business. Technology as a communication tool has been progressing quickly over the last decades. Particularly in the hotel industry where guests have very high expectations, technology can help to anticipate and deliver the highest level of service by integrating different aspects of the offerings. The smooth service at a spa starts with a fluent communication between the guest facing and the behind the scene processes.  
 “Whether you instant message a co-worker across the ocean, technology has made connecting in real time easier than ever.” (Linda Emma: 2018). Technology now allows employees the freedom to communicate and work from across the globe irrespective of geographical barriers.
As highlighted in ( Book4Time : 2017 )“ Technology is revolutionizing the ways that businesses manage their staff and inventory, track customer data, and keep in touch with current and future clients”. It’s no different for spas and salons. 
[bookmark: _Toc6577056][bookmark: _Toc6581580]2.3 Methodology 

This research was based on how to enhance the communication issues within the Spa department. 
The researcher targeted 25 participants comprising of Spa Managers, Assistant Spa Managers and Receptionists working in the spa within the LUX* group across Mauritius. Interviews were chosen as the tool to gather information as this method ensures more accurate answers to gather targeted results which helps to draw conclusions and make important decisions. The questionnaire is a better method for the survey as team members can fill the form at their own pace and there is no need for electronic devices. Audio recording was not chosen as it may not be accepted by some participants. Email was also not chosen as an option as it could have been seen as a waste of time by the participants and not considered as a priority for them. 
The interview has been conducted within 7 days and a questionnaire of 10 set questions was been duly answered by the interviewees during the interview. The interview was conducted in English and when needed in French for clarification and better understanding.
All the participant were contacted and an appointment was fixed ensuring that this does not impact on their operations. I interviewed the participants of the LUX* group, as well as the Spa Managers across Mauritius who are using the SPA BOOKER Software. In case the participants were not available for the face to face interview, the latter was conducted on the phone. The purpose of the interview was to obtained detailed information. The questions were open-ended and were focused on the reasons for choosing the SPA BOOKER, how useful it is, any challenges they faced and any suggestions they may have to enhance communication. The researcher also used the opportunity during the Spa Managers monthly meeting to share about the SPA BOOKER. Challenges as well as potential solutions were discussed at the meeting. 
Before the interview, the participant were informed that feedback would be confidential and anonymous and used internally. It will be available to them upon request. The interviews were conducted in a comfortable place where the participants felt at ease to give their genuine feedback.
The main risk was that of a low response rate mainly due to the unavailability of the participants. If that had been the case and not enough data was gathered, the researcher intended to extend the group of participants to include the Spas in the Indian Ocean using the SPA BOOKER software. The researcher would have contacted the SPA BOOKER consultant to have information on the other spas in the Indian Ocean using the Spa Booker software. However, this was not the case and the initial targeted participants have been responsive to the survey which allowed for sufficient data collection. 
[bookmark: _Toc6577057][bookmark: _Toc6581581]2.4 Finding
A survey was carried out consisting of 25 Spa a team members from the LUX* Le Morne, LUX* Grand Gaube and Spa team members of different resorts of the east coast which are actually using SPA BOOKER. All the 25 participants responded to the survey, 15 participants were from LUX* group and 10 participants are people from the east coast. The finding show that the LUX* teams are in favor of the SPA BOOKER software. It has been acknowledged to be a useful tool for the spa and the most appropriate way of communication between team members. The results are as follows: all 25 LUX* participants said that SPA BOOKER is a very useful Spa software, working with Booker’s spa software takes care of your booking, billing, payment, management, and marketing so you can take care of your clients. And the SPA BOOKER features, enable a fluid communication between the spa department and other department. Refer to Appendix.
100 % of the participants knew that SPA BOOKER has the option of adding a note on the guest booking profile which facilitates the communication between the reception team and the therapist. Information such as guest preferences, male or female request, any treatment being offered or payable, allergies or medical information can be recorded.
All participants confirmed that SPA BOOKER is accessible from any device, thus helping them to have all necessary communication anytime accessible to them.
Data shows that all the therapists also find that information is much easier to communicate within the teams as same can easily be printed and handed over accordingly. Information can also be fixed on the notice board. They can also access information by logging on their mobile to check their schedule and any particular details. 
60% of the participants which represent the totality of LUX* ME Spa team said that guests cannot see the available slots to book their treatment as the online booking  feature is not available in LUX* ME Spa.
All the participants from hotels in the east coast, which represent 40% ,mention that the guest can see the available slots, view detailed descriptions of the services  and do the booking online, wherever and whenever is most convenient for them. They added that notifications messages are sent to them instantly upon reservation which help them to be informed about their upcoming appointments. As the guests are on holidays, they tend to forget their appointment. Hence text notifications alarm them and it reduces no-shows. As per the participants of the east coast the notification system is the most appropriate way of communication with the guests. They do not have to physically go and find the guests or send written messages to them.
Analysis also shows that all the participants agreed that the system is a decent recording tool which protects guests’ information in the cloud software. Even if a guest returns back after 10 years all his information remain accessible. This makes it easy to trace information in case of any guest complaints or issues .The information is communicated to the team members for better follow up. The survey also indicated that not only information regarding guests can be recorded but can also record employee information such as their email address, phone number and their work schedule for the month, which enables the employee to plan accordingly. And in case of emergency it is easy to have the employee contact details.
SPA BOOKER inventory software has one of the features which has been rated 100% by the participants; it allows to record the spa opening stock on the first day of the month and closing stock at the end of the month which helps at the end of the month for inventory purpose. It helps the spa employee to explain any discrepancies during inventory, there is an alert message pop -up every time the products are under 3 units which is a good track system to ease the task of ordering products and avoid out of stock situations. This feature helps in the smooth running of the operation.
100% participants said that the different reports that are provided help them to facilitate their day to day operation duties. Reports such as sales of the day help them to analyze how much revenue the spa generated for different types of treatments and products which they share with the night auditor every night upon closure. Sales by employee report help them to know how many guests were treated by whom, the types of guests, for example, complimentary guests or paying guests so they can share the guests fairly on a daily basis.
Besides using the SPA BOOKER it has been recommended by the participants that WhatsApp be used between team members for better communication. Regular briefing can be done to share information, memo on notice board or a log book which can be check upon check in every day.
During our focus group meeting, knowledge and ideas about the SPA BOOKER were shared. These below points were noted. The spa managers confirm that the SPA BOOKER is a useful tool to work with to ease the process of communication between the teams.. Less paper work is needed as everything can be recorded and reviewed anytime of the day, month and year. All the information regarding the guest preferences, guest requests can be recorded to facilitate communication between the team. The fact that SPA BOOKER can be logged into everywhere, anytime and from any device for the day to day running of the operations. The LUX* groups have open wifi all over the property so that is an advantage for the team. All the reports provided in the software facilitate the communication between them and some particular departments like finance, cost control, HR and the higher level. Still they feel like they need some refresher training with the SPA BOOKER trainer.   It was a concern between the Managers that we do not have online booking as it is a useful tool to maximize the booking, give the guest the option to book anytime, anywhere and even after the spa is close. Thus giving the receptionist more time to concentrate in other duties. Also it was mentioned that the SPA BOOKER should be linked with the hotel system so as to make it easy for the team members to look for the guest details and for billing purposes. They also highlight there is a lack of willingness from the employees to shift from the old paper method to the new technology. But when asking the same question to the employees why the spa booker is not being fully used by their respective Spa managers the answers is no proper training.
The Spa Managers even shared that using Whats App group to share important communication is very useful as nowadays everyone use this app. Email is used for professional and confidential message and Phone calls for urgent matters.
Five Spa Managers in the east coast who use SPA BOOKER confirmed that they are fully satisfied with the SPA BOOKER software. This tool helps them with different reports that it uses for communication purposes with the marketing department, revenue department and HR departments. This software also help them to create gift vouchers on special occasions for the guests and this can be communicate by mail to the guests and they can book online, this maximizes  revenue. The customer report show if the guests are doing rebooking’s or they are just one time guests, depending on the result, action plans are being implemented and communicated to the top management .Another means of communication used by them are Whats App groups, Instagram, emails. They take into consideration that today’s generation are more tech savvy.
The 5 Spa Managers confirmed that the reports generated from SPA BOOKER is a great tool for the daily and monthly reports. The commission calculation report from the SPA BOOKER concerning the spa team members ease their work and this creates a fluid communication between them and the finance department. There are particular reports that help them to analyze the quantity of products being used for different treatments and if there is wastage of products, they can communicate the report with the team and look for solution, they can share the reports with the higher levels to show that there is no wastage in the spa and if there is wastage, how it is being controlled. The report employee schedule facilitates the managers to have an overview of the hours of work completed by the employees, which help them to analyze if they need to give them rest days to avoid overtime or need to review their rosters as they are not completing their hours of work. This particular report is being communicated to the HR department for follow up with the team members for a better understanding of their shift. They also added that a sales report for the month can be retrieved which  helps to analyze the revenue generated by the spa ,which treatments and products are the best seller and which treatments and products are slow moving. The results are being communicate to the finance department for the analysis of profit or loss and the marketing department to evaluate how we can boost the slow moving treatments and products. The reports are being communicate with the employees during briefing to get their opinions as well. The Spa Managers also recommended what’s App for the communication between the team members.
Following analysis of the Spa Managers interview, we can conclude that the SPA BOOKER is an important tool for the spa department for communication at all levels, it can improve our levels of service and contribute for a more productive performance if fully explored.

Following the literature review and analyzing the answers collected in the findings, the results show that there is a significant coherence about how can technology help to enhance communication within the Spa Department and upgrade the levels of service for guest and team members.
[bookmark: _Toc6577058][bookmark: _Toc6581582] 2.5 Conclusions and Recommendation
The findings show that the SPA BOOKER is worth being fully explored for our teams to be able to be more productive and to improve communication internally and externally with guests. The challenges foreseen are team members would need more training and a change in their way of performing.  Also senior management will need to invest in the enhancement of the spa booker, to maximize the productivity and communication which will result to more revenue. The analysis show that What’s App is a tool that needs to be explored to find out how reliable it is for communication purpose internally. As per the new GPDR (General Data Protection Regulations) we have to enquire about the procedure before starting the project.
A meeting with certain departments need to be done to explain the benefits of the SPA BOOKER and the reports it generated, how it will be beneficial and will upgrade our level of service and communication.
 Doing the research I enhanced my technology skills and I explored ways to lessen service recovery and maximize profits through enhanced communication processes.
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