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Section 1 -  Project Proposal
1.1 THE TOPIC
To determine Team Member Satisfaction and Identification of suitable retention measures at Salt of Palmar.

1.2 RATIONALE
SALT of Palmar is a new resort situated in the east coast which forms part of the LUX Collective and has opened on the 01st November 2018.
One of the most important pillars for a smooth running hotel is its employees. Employees are the ones who serves the guests and make them feel comfortable. Undoubtedly, a hotel without service personnel is beyond imagination just like a hotel without service. It is therefore very important to have at least the minimum required team members every day for proper operations. The Human Resources Department is entirely responsible to recruit and maintain the required level of staff. It is mandatory for the Human Resources Department to retain Team Members at SALT of Palmar especially when The Lux Collective (our parent company) is encountering a shortage of team members. In order to find a convenient and effective team members retention program a series of surveys and analysis was carried out. 

1.3 THE INTENDED IMPACT
This survey will allow SALT of Palmar Hotel to have a better perspective regarding the team members’ thoughts, feelings, comfort, motivation and job satisfaction level. Additionally, it will definitely help us identify the aspects causing satisfaction and/or dissatisfaction. Survey and analysis shall help compile and analyze all the team members’ feedback and ultimately drawing affordable and convenient recommendations/measures. Implementation of plausible measures drawn from the surveys shall help us meet team members’ expectations and by fulfilling their needs, they will be satisfied and encouraged to continue their employment. 

1.4 THE PROPOSED METHODOLOGY
A sample of 40 Salt of Palmar participants were chosen at random to participate in this survey study. The survey questionnaire was prepared to determine Team Members’ satisfaction level, motivation level and expectations by 25.02.19. All information gathered was kept confidential. 1 participant from each department was called for an interview with the Human Resources Executive (the researcher) at Human Resources Office on 14.03.19 where Team Members feedback were evaluated closely. All information and data collected from the survey was analyzed in the middle of March 2019. Based on analysis results conclusions were drawn, considered and discussed with Head of Departments.  By end of month March 2019, suitable and effective retention measures were identified that would benefit the hotel.

1.5 ETHICS AND INSIDER RESEARCHER
Neither preference was given nor discrimination was done with colleagues/subordinates. The result obtained was based solely upon the survey data collected.

1.6 EXPECTED LEARNING OUTCOMES
The researcher anticipates improving his skills about carrying out a professional research and developing his analytical and writing skills.












Section 2 – Project Report
2.1 Introduction
Hotel industry is part of the service industry. In today's world, service industries are the source of economic leadership and hotel industry is getting into a new era of hospitality. Therefore, developing human resources and using technology to operate hotel businesses has become more important. Furthermore, Team Members’ satisfaction, motivation, achievement, development and remuneration at the workplace are also important factors to take into account. The aim of this project was to identify the challenges that Team Members are facing, the possible causes and how they can be solved and to identify potential retention measures as well. When they have someone to lean on, learn from, and who listens to them, they are much more satisfied and their productivity significantly increases.
Recognizing the team for their good job is equally important in overall Team Member satisfaction. Individual accolades are always excellent from a positive guest comment or congratulations for a perfect job done.

2.2 Literature Review
One of the biggest challenges faced by employers is the retention of employees (Rodrigues & Dias, 2019) and the probability that hospitality employees leave organizations and their jobs in search of more interesting work is 67% where 65% leave for a better work/life balance (Witts, 2015). GetFive for HR (2018) published the trend of average employee turnover in US has increased from 15.1% in 2013 to 18.5% in 2017. 
In the Mauritian hotel industry, the highest employee turnover is found in the Food & Beverage Department at a rate of 32% annually (Moushmi & Chintamanee 2018). Major factors affecting staff turnover are the internal structure of the organization, recruitment policies and strategies, career progression opportunities, rewards and benefits, and training and development (Inda, 2016). In order to improve employee ‐ employer relations, reduce turnover, and improve commitment levels, Human Resources Management need to take all of these factors into account and manage them congruently (Inda, 2016).
In recent months, The Lux Collective has been encountering retention problems. Salt of Palmar Hotel started operating in late 2018 with only 90% of the required employees. The hotel is still running with a staff shortage and it is facing employee retention problems. It is thus crucial to assess the work environment, Team Members job satisfaction level and motivation level. Also, finding out the expectation of employees so as to be able to reach to convenient measures of retention such as compensation rewards and competitive wage (Inda, 2016).
The study of Ramlall 2003 demonstrated that 86% of employers experience difficulty in attracting new employees and 58% experience difficulty retaining their employees. Common measures to retain employees used since ages are compensation, rewards and job satisfaction. In this research we will also consider opportunity for advancement & training and development as factors of employee retention. Although it may seem impossible to perfect a retention strategy in the face of these odds, we can often make a dramatic improvement with a few simple steps. The first step toward achieving better retention is understanding the scope and the core issues that drive turnover.

2.3 Methodology
The methodology used to conduct research for this project was a survey and interviews because they are easy, direct, reliable and cost-effective. This practice involves a mix of both quantitative data and qualitative data.
Randomly 40 team members of SALT of Palmar were selected and were targeted to participate in the written survey. From these, only ten participants, ie, one team member from each department were called for the interview.
Survey: The purpose of the survey was to gather information from our team members to evaluate their satisfaction at work. Therefore, questionnaires were circulated during the end of February 2019. Participants were given fifteen days to complete and return the questionnaire to the Human Resource Department. Thirty-five responses were expected from the entire hotel but actually thirty-seven were received and their feedback helped us in identifying measures for improvement in order to increase their level of satisfaction.
Interviews: The purpose of the interview was to establish trends in team members’ satisfaction mainly in all the departments. Ten participants were chosen by the Human Resources Executive who conducted face-to-face interviews at the HR Office in the middle of March 2019. The interview involved questions about quality of interaction and overall satisfaction as in Appendix 2.3. Responses of participants were noted down and used for further analysis.
While the ethics form mentions also the use of focus groups - only the above two methods were used. This is because through these two methods, we collected anonymous and concise feedback from team members. The focus group was not used as there was a concern that participants would be reluctant to share their feelings or disclose their constraints.
After the survey and interview process was completed, an analysis of the collected data and feedback gathered was carried out by the end of March 2019.
Survey: The responses involved percentage calculations for each question and these were summarised into a report illustrated by graphs and charts. In the beginning of April 2019, the report was used for internal purpose as research data. 
Interviews: Feedback received from interviewed team members was analyzed and classified in terms of i) main causes of turnover and ii) current retention measures. The research findings are to be used for internal reference.
The process of carrying out this survey was explained clearly to Team Members and the latter were assured of full confidentially and anonymity. Information gathered and data collected would solely be used for the purpose of study. Furthermore, information related to Salt of Palmar Team Members was not mixed nor manipulated with other LUX* Resorts history data.

2.4 Findings
The survey was conducted in order to determine the Team Member satisfaction and to identify the retention measures. Points raised will also help us to know how to increase the level of satisfaction of the Team Members so that they will feel happy in a better environment and thus reducing turnover. Out of the 40 Team Members targeted to participate in the survey questionnaire, thirty-seven Team Members participated as some mentioned that they prefer to participate in one-to-one interviews. These were carried out accordingly in the HR Office. All the results discussed below are in Appendices as well as the interview responses.
Question 1 determines the number of Team Members that participated from each department taking into consideration the average headcount in the department. This is shown in figure 1 below. 
                     
                       
						Figure 1
Following findings in question 2, it has been noted that out of the 37 Team Members who have participated in the survey questionnaire, 40.5% are motivated ‘all the time’ and ‘most of the time’ and they are across all departments. On the other hand, 19% are ‘rarely’ or ‘never’ feel motivated as shown in figure 2 below.
                            
Figure 2
Among all the departments covered in the sample survey, members of the Finance department are occasionally motivated compared to other departments where more than 50% in other departments are well motivated.
                    
Figure 3
Figure 3 shows that out of 2 Team Members who participated in Finance Department they are occasionally motivated meaning that they were somewhat in the neutral part. Finance department is a core department for the hotel where there is money involvement, payroll calculation and other aspects regarding money. If they will be demotivated and likely to quit the job, the hotel as a whole will be facing difficulty.
While doing the interview with the Finance Team Members, it was noted that they are working longer working hours and too much pressure at work thus leading to demotivation. This is so because they have to submit the P&L account for the ex-company that is Southern Investment and to the new company the LUX Collective and the Bloomage whereby compared to other LUX Hotels, they only need to send to the LUX Collective.
Findings from question 3 shows that the Team Members feel they are being fairly paid for the job they are doing compared to similar jobs in other hotels.  29.7% strongly agree to this fact and 48.6% agree, meaning that 78.3% are fine with the salary being paid in the hotel. 21.6% is not happy with the salary structure. However only 21.6% agree to the fact that they believe their pay is not reflective of their performance which is not of major concern at this stage. 
32.4% agree they are well paid with regards to their performance and 40.5% are in neutral side where we can assume they believe their salary are fair enough. This could be further investigated. The departments which believe that their pay is not reflective are Administration, Maintenance, Kitchen and Finance. In administration 66.7% are neutral, 33.3 % disagree and in Finance 100% are neutral. Based on interview conducted, the Team Members feel that they are working for longer hours and not being paid overtime. However, as a standard in the hospitality industry in Mauritius – salaries of certain departments and supervisory positions are on a special package including a reasonable amount already built in for overtime working. In January there has been a review in salary but the focus was on the Team Members whose salary was below the national Remuneration Order, that is, regulations made by the Labour Ministry under section 93 of the employment rights act regarding minimum wage.
There are 33.3% of the Maintenance department and 40% Kitchen agree their pay is reflective of their performance. 66.7% for Maintenance and 60% for Kitchen are neutral. Maintenance department are not happy with the overnight shift that has been implemented and they are seeking for more salary for this overnight shift and also they have backlogs as after the renovation, the contractor that was undersigned with the renovation project has left lots of pending tasks which they themselves have to complete and very often having electrical problems which is very time consuming to sort out. They have not received additional manning to undergo all the backlogs work. The overnight shift has been put inplace for the safety of guests at night.
Regarding the Kitchen department, lots of emphasis and much labor is required in food preparation as the hotel industry is recognized for its Food & Beverage services. Kitchen Team Members work very hard to supply and show their culinary art, especially ‘A La Carte’ section where enormous effort is needed to satisfy guests’ tastes and choices.
Question 4 related to the cooperation across departments and also within the departments. In the hotel, 40% agree that there is a good cooperation across departments while 60% are neutral. 
                         
Figure 4

Figure 4 shows percentage of cooperation across departments in the hotel.  60% of team members are neutral which indicates that more than half of the staff surveyed feel that there is no cooperation with other departments. This can lead to conflicts and also whenever a department will be in difficulty, no help will be provided which can result in bad guest experience.   Head of Department to make the Team Members understand the goal and objectives set by the company and they all work collectively to achieve it.

On this question, we can also add the cooperation within department which plays a vital role for the hotel, as if we don’t have cooperation, then the department is likely to be ineffective. Analysis through the hotel, 24.3% strongly agree, 40.5% agree and 35.1% in neutral side. Mainly in F&B and Front Office Department there are some conflicts regarding the cooperation within the department. F&B 14.3% strongly agree that there is a good cooperation within their department, 28.6% agree to this fact and 42.9% in neutral side that is there is a doubt of cooperation in F&B. Following interview done with F&B Team Members, they stated that they are frustrated due to poor manning and they are very tired as they have to do lots of double shifts. However, they are happy with the salary they are receiving. So when they are frustrated and tired they are not likely to help their fellow colleagues and this also can demotivate others to leave the job for another. Especially New Team Members which have recently joined will be more likely to face difficulties when they are not being help in difficult times.
For the Front Office department, 16.7% strongly agree that there is cooperation in their department, 50% agree and 33.3% in neutral side. The 33.3% is because the department consists of young population where there is lots self-esteem and they don’t wish to cooperate with their colleagues. During the interview, the Team Member has mentioned, the team is perfect, they are happy with their pay, they also believe their pay is reflective to their performance and they are well motivated to work at SALT nevertheless the ego between colleagues can be a big issue in the future. Whenever a Team Member is unfit to come to work or they need an urgent leave, the other Team Member won’t replace and this can result to a shortage of manning on specific shift where the department can be in difficulty.
This problem needs to be solved urgently so that the department operation is not affected. Respective HOD must ensure that the Team Members understands we are here to work together and collectively with the goal to have best guest experience and that without the collaboration of all the Team Members in each department guest experience will be affected. 
Question 5 shows that out of 37 respondents, our target has involved everyone from the HOD position to Team Members position so as to have an overview of the level of satisfaction from all spheres as shown below in figure 5. We have taken into consideration all the different levels of population to determine the level of satisfaction.


Figure 5
Question 6 states that how likely the Team Members would like to stay at SALT of Palmar hotel and will not opt to leave for another job. 40.5% strongly agree that they like to work at SALT, 51.4% agree and only 8.1% in neutral side. Thus, it results that most Team Members are not likely to leave SALT and therefore our turnover rate may remain stable. Figure 6 shows the percentage of Team Members who are likely to work at SALT.

Figure 6

The results shown in figure 6 mentions that 91.9% are likely to stay at SALT of Palmar while the remaining 8.1% are in neutral side which seems that they may be a little confused at this time. Even though we can go in-depth to know the specific reason why they are not really keen to stay at SALT. After finding out the factors that are affecting them, we can possibly work on new measures or ameliorate existing solutions to retain them. 
Compared to other departments, for Admin department 33.3% strongly agree, 33.3% agree and 33.3% in neutral side that they are likely to work at SALT. As discussed in findings question 3, the Admin are working longer hours and not having a social life with their families. So we should be helping them to have a balance life so that they will not be likely to leave SALT of Palmar.
Question 7 was on current employment status, where all the respondents were of full time employment. Figure 7 shows the percentage analysis relates to this question.

Figure 7
Following literature review and analyzing the answers collected in findings, the results shows that there is a significant coherence about the importance of Team Member satisfaction, team members’ fulfilment and retention strategy. Same have been revealed through different approach of interviewee which reveals positively and having similarity on the different point brought in the findings.

2.5 Conclusions and Recommendations
The study demonstrates to what extent the Team Members are satisfied, the challenges they are encountering and which retention measures that can probably be used. As SALT of Palmar popularity is increasing day by day and is being ranked first on Trip Advisor, we must ensure the Team Members are satisfied in order to maintain the first position. 
Overall the Team Members are satisfied to work and want to pursue a long career at SALT but however special attention to be given to those especially the administration and finance department who are working for longer hours and not having a balance work life. Refund off, implementation of flexible time and gym benefits can be allocated to them to reduce their stress and make them motivated to work.
A proper rostering to be implemented for those department not having enough time to spend with their families. More emphasis to be put on welfare activities and team building to have a good team bonding among Team Members specially during break time where most of the Team Members meet each other. Additionally, the remuneration strategy needs to be revised urgently as most of the hoteliers spend their time at work. Promotions can be considered using Talent programs to identify and value the performance of the Team Members. Performance appraisal to be used in order to acquire the rate of performance and where the Team Members stand with their objectives. Based on the results we can identify which are the Team Members whose salary to be revised.
These are suitable and effective measures found during this study that can be put into practice in order to achieve the set targets at SALT as well as satisfaction & gratitude of Team Members. Team Members at SALT are very keen to learn as we have more 60% are in the Generation Y and they are ready for any challenge as they are the only one who more likely to progress with their experience that they have acquired.
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Interview questions:
1. How you feel about the working environment at work.

2. Anything that you are not satisfied with.

3. What you think about SALT and do you like to work at SALT

[SN ] Name T Department T~ Comments T Status ]

1 Ravi.T

Maintenance

Very happy at work, Head of Department i a bit harsh in
the sense of the way of delivering a task, thatis no
[peoper manner. Overall very motivated, better benefits
at SALT compared to the Exa Palmerae.

Team Members

2 Anju

Housekeeping

pleasant environment to work. Coorperation with all the
Team Members in the team, Very motivated to work and
there s space for growth. Satisfied with overall benefits
at SALT. But need to emphasize more on team members
welfare.

Shift Leader

3 Manav

4 |penis

788
(Restaurant)

F&B (Bar)

Lack of team members in The restaurant. They have to
work a ot of double shift. But everyone is motivated to
work as they get better salary but this is affecting their
[personal lfe in terms of spending quality time with their
family.

[Most of the team members are youngsters. Everyone s
[passionate about their work. SALT is the best place to
work. But need to recruit before the team is demotivated
with the work. Benefits and career growth is received at
[SALT and also support from Management is a great tool
for the team and which should always be maintained.

Team Members

Supervisor

5 sarika

Spa

[Need more training regarding massage.Head of
[Department don't pay much attention on her; so feel
[demotivated. Does not feel too enthusiastic to come to
work as she feel a bit left apart from the team. Collegues
and peers do not talk wellto her. Want to leave the job.

Team Members

6 Shadvi

Finance

The latter feel secure at SALT compared to other hotel,
better standard of working. There is cooperation and
conversation between departments. But too much work
to do. Pressure too high; due to change of name, lots of
[accounts to be submitted to the ex-company. Head of
department takes out frustration on them where they are|
[demotivated. Need to work longer hours.

Team Members
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Ankush

Kitchen

There is better career growth at SALT. He believes he will
[grow much further in this company. However as t's a
Inew brand, lots of detailed attention is being forcused on
food and beverage. They had t follow ots of training
during renovation as everything was new for them. More
efforts is needed. Just if Salary can be reviewed for them
as sometimes they have to double their shifts, when the
team members are sick; as they are exact in manning
which need to be certainly reviewed.

Team Members

Karishma

Administration

[SALT is the best place to work. Just that as it a new
brand; all the procedures is certainly not the same as the
LUX® hotel. Althrough it has been already S months of
[operation; there are stilllots of work and procedures to
[putin place. Pressure at work and longer working hours;
[no family time. but good collaborative support from
Management team.

Assistant HOD

sabrina

Front Office

Very happy to work in the front office department. A new|
[young and energetic team; with high level of motivation
and can say best department in the hotel and high
educated and qualified team members wih good profile.
But however, too much ego within the team which
resulted to no cooperation within the department;
otherwise no major proplems.

Team Members

10

Nagen

Stewarding

[Working long since the ex Ia palmeraie and now SALT of
Palmar. Overall they are happy with allthe facilities
received at SALT. Management takes good care of them,
[but they need to increase the manning; as whenever
someone is off or on leave there s a lots of work to do
and certain areas remain unclean. Besides that, they
want to continue to work with SALT forever.

Team Members
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