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Section 1
1.0	Introduction
The introduction of multi-skilling within Tamassa Resort will aim at improving efficiency, reducing costs, improving service quality and increasing productivity. This concept of boosting on polyvalence will also benefit the team members within the organisation whereby emphasis will be laid on developing and coaching our people for a new challenge. The fact that the hotel industry in Mauritius is confronting a lack of skilled labour in the job market, is the reason behind using the strategy of a multi-skilling programme. This study will analyse the willingness and motivation level of the team member vis-à-vis the introduction of multi-skilling program within the Housekeeping and Front Office department. A short highlight of how the multi-skilling will be managed and how will it be implemented without disturbing the daily operations of the organization will be researched. Thus, this will help the management to understand the capabilities of their employee while considering the limits of their abilities as well. 

1.1 Literature Review
Resort: Tamassa Resort
Multiskilling is about improving service quality, satisfaction and promotion (Dest 2002). The Mauritian Hotel Industry is actually suffering from a lack of skilled labour and therefore multiskilling the existing workforce may be one of the ways of addressing the challenge. The purpose of multi-skilling is to extend the range of skills of individual workers to improve labour flexibility in response to workplace change.
Functionally flexible workers are able to move effortlessly from one task to another as they are multi-skilled to perform a variety of jobs and participate in decision-making and thus adding value to the organisation (Kalleberg, 2001). For example, if housekeeping department is suffering from operational constraints, such as shortage of man power, a laundry attendant, multi skilled in rooms’ cleaning, might be of great help during high occupancy which aids cost optimisation or increased productivity. Hence, the introduction of multiskilling training programs can be a strategic HR development tool to increase the effectiveness of the workforce. 
The hotel industry in Taiwan in 2004 employed 686,000 workers. The industry was expected to require 817000 workers by 2011 (Kalleberg, 2001). It was a success in Taiwan, as each year the hospitality school supplies 28,000 trained workers. Therefore, it can be considered as a model for Mauritius. The demand is too high and the labour turnover in the hospitality industry is increasing due to the work environment. One solution is to opt for multi-skilling of the labour force to do various duties as in return they will receive self-satisfaction, praise and recognition.
Moreover, a workforce multiskilled through job rotation and cross training (Cordery, Sevastos, Mueller, & Parker 1993, Brusco & Johns 1998) can enable organisations, including hotels, to cope with the seasonal or peak time for high levels of service. If we were to apply multi skilling in the front office for example, a receptionist who is learning front office supervision gets the opportunity to take ownership of the department, learn key analytical and problem solving skills. He gets the opportunity to be empowered and boost the department when there is operational constraint. Also he will get the opportunity of giving himself a chance for a promotion.
The new hospitality reality is to outdo competitors, innovate and be prepared to welcome the new types of travelers (Kandampully, 2007). Because of the nature of operations for an All-inclusive Hotel, both front office and housekeeping department performance measures’ are productivity (in terms of time and motion studies). Therefore multiskilling of employees in that department may be dependent on an effective time and motion study.
Tamassa, an All-inclusive resort, mostly deals with groups. For instance, group arrivals of 50 rooms in one go are challenging whereby the room orientation is a failure due to limited employees at the reception. Therefore, through multi-skilling, laundry attendants and public area cleaners can participate in helping for the room orientation task.
After the cross exposure, time and motion study will take place  which will help in better planning and maintaining consistency in our service level. 


1.2 Methodology
To be able to understand the importance of the survey, emphasis has been laid on the Housekeeping and Front Office Department which have a direct involvement. Consequently, their point of view is of paramount significance. 
The Front Office and Housekeeping team has direct contact with guests and a survey has been conducted with the team to understand their main challenges during multiskilling training programs. A questionnaire consisting of 8 questions were distributed to the Front Office and Housekeeping teams whereby a total number of 12 persons were surveyed. The questionnaires were personally handed over to them on the job with a completion date. Email and telephone were not used as all the participants were available at the work place. Face to face discussion has been chosen also in order to give the team the opportunity to express themselves freely at their convenience. 
The surveyed consisted of front liners, Housekeeping Manager , Front office Manager ,Laundry attendant, Public area attendant and Room attendants. Therefore, the questions asked to the team were only related to their interests and motivation to go for a multi-skilling environment. This method was the most appropriate for the team as well as for the researcher as the former could express themselves which made the sharing of opinions easier. A genuine response from both the departments was an ultimate goal in order to get a real picture of the pros and cons of the implementation of multi-skilling program. 
The questionnaire has highlighted on the demographic details of the employees, their role and responsibility in each department, their personal benefits and genuine interest when considering the Rooms Division Department as multiskilling. The contribution of multi-skilling to enhance guests’ engagement and satisfaction have also been highlighted and analysed. The preferred methods of training have been questioned together with an analysis on whether they are willing to invest time in training after normal working shift. However, open-ended questions were not initiated as not all the targeted employees would have been able to provide a response to it due to their respective level of education. Focus was mainly on close-ended questions to maintain fairness with each of the team members surveyed. 
A pilot test was conducted to refine the questionnaire so that the respondents have no problems in answering the questions. To make sure that the data and information are valid and reliable, a pilot survey was carried out with 12 participants on hotel premises. The participants were asked to fill out the initial survey and it took about 10 to 15 minutes to complete. One question was modified after the pilot test and the caption “any other” was added to allow respondents to express additional views and opinions.
The survey was completely anonymous without any personal details. All data was dealt in strict confidentiality.

1.3	Findings
A survey was carried out with team members of the housekeeping and front office department at Tamassa resort who have direct contact with guests. Their opinion is essential in helping the  management to further develop team members to increase guest satisfaction. Multi-tasking team members will undoubtedly positively impact on the guests’ experience. Twelve team members have been selected to fill in the survey and we have had 100% response from them. While looking into the specific role and responsibility of team members in the Housekeeping and front office department we note that 33.3% are Room Attendants, 25% are Public area Cleaners, 25% are Laundry Attendants and 16.7% are Managers.
Out of the 12 team members surveyed, we note that 75% have worked more than 5 years at Tamassa which is important to consider as this will help to define the areas of training to have a better focus on multi-skilling. 8.3% have worked for more than 1 year and 2% have worked for less than one year. 
The researcher noted that all of the respondents showed an interest 100% towards the program of multi-skilling. Through these figures, we can certainly notice that the interest is there which can be boosted with a very well-planned framing program whereby emphasis is laid on the improvement of our quality of service (Dest 2002). Analysing the different roles and responsibility of the team members will allow us to determine their level of adaptation to the working environment and conditions when the workplace change is considered. For instance, the level of adaptation, in line with the multi-skilling program, of the room attendants compared to the Public Area Cleaners will certainly not be the same due to the difference in the respective job responsibilities and appropriate standards to be respected.  
Each of the surveyed team members got the opportunity to identify their personal benefits after having a cross exposure at the housekeeping and front office department and it was found that 33.3% who accounts for more learning. Indeed, having had the chance to explore another particular department will definitely entail to an increase in knowledge and acquire new competency and better understanding of its involvement in the overall organisation. 75% of the team members agree on the fact that it is a chance to grow which is convincing and it clearly shows that the team members are interested in growing professionally. Besides, 58.3% are affirmative that it is a chance for a promotion therefore team members will be more motivated and ambitious about their work. Driving a sense of motivation in our team members is surely one of the greatest benefits of a particular department and the organisation as well. There are 33.3% of those team members who believed that they shall be more productivity at work. Multi-tasking will allow a team member to learn and apply the proper functioning of another outlet and will consequently impact on the outcome of that particular department.  8.3% of the team members identified more job satisfaction when participating in a cross exposure which allow us to assume that the employee is not getting bored in whatever task he is performing. We conclude that introducing a cross exposure within the Housekeeping and Front Office department will definitely allow a great sense of motivation in the team members whilst improving on productivity.
In the view to give new opportunities to team members for career growth, 33.3% of the 12 employees have chosen to do their cross exposure as Room Attendants, 25% as Public Area Cleaners, 41.7% as Laundry Attendant and 8.3% as Guest Relations. The aim of structured questionnaire was to evaluate whether team members can adapt to multi-skilling in different department, ( Saunders et al, 2003 ).  We have noticed that no interest has been shown for Cashier and Reservation Clerk .Therefore, room Attendant and Laundry Attendant have been the most recommended cross-exposure amongst the team members. With the help of these figures, we can have a clear picture of how the multi-skilling program should be introduced to team members so as to have an equitable productivity in each sub-department. For instance, we cannot force a public area cleaner to learn and partially master the tasks of a reservation clerk as it will certainly be a big change for the team member which the latter might consider as a burden. As a result of which we are obliged to further investigate why the cashier and reservation clerk job responsibilities are not being selected by the team members for their cross exposure. There has been a reluctance to choose the job of a cashier and that of a Reservation Clerk which we assume can be due to a lack of confidence to perform in those specific sub departments or simply because it is not one of their favoured responses. We therefore understand that team members should be properly guided to better choose their outlet of the cross- exposure. With the same figures, we can also comment that most of the Housekeeping respondents are more likely to opt for a cross-exposure in the housekeeping sub-departments.
The majority of the respondents have opted for the “On the Job training”. This particular section has allowed the employee to have one or more answer for the same question whereby 7 of the team members have opted for “Shadowing” and only one agreed on “Role Play”.  The method of training will definitely impact on the productivity at the workplace.  All of the respondents were positive on the option “On_ the_ job Training” due to the fact that they will be properly guided by their colleagues and it totally involves observation. The basics of learning in an organisation starts with more observation which all of the team members have recognised. For instance, applying whichever task a room attendant is doing will surely help the public area attendant to have more practice.  The “on thejob training” mostly entails learning and practicing, being in line with the saying “Practice makes perfect”.  Those who have chosen Shadowing are indeed seeking for a continuous guidance whereby whatever new task they are learning and applying is being monitored by a professional of that particular development.  For example, a room attendant is shadowing a laundry attendant during his/her cross-exposure, it will definitely be an enriching training as the former will not only observe but will also learn from his/her mistakes. Only 1 team member has chosen the Role Play which is quite of a risky way of learning especially in the housekeeping department where they normally deal with the extensive use of chemicals for overall cleaning. 
Team members responded positively to conducting the training after their normal shift to ensure the continued smooth running of each department.  This response rate immediately shows the interest of participant to commit themselves to learn a new task after their normal shift which will obviously depend on the daily hotel occupancy. With a 100% positive response, an implementation of the multi-skilling program can eventually be planned and introduced. When the employee is showing commitment to learn further, then the management cannot leave that stone unturned. Therefore, the flexibility of the management will definitely allow the team member to participate in the learning of new tasks and responsibilities provided they have finished with their daily scheduled duties. Training will be done after the normal working shifts where the employee will have genuine focus on the multi-skilling. Therefore, 30 minutes per day will be allocated for training which will result in three hours per week. The beginning of the learning and training process should be easy going for the team member to take interest in the new additional tasks to be performed in a near future. These figures also show the motivation of team members towards learning new things within the organization; however the training programme should be wisely delivered in order to maintain this positivity and willing attitude in the employees. 
All of the respondents have in one way or the other accepted to share their learning to their respective colleagues which is a positive employee culture. For the success of the multi-skilling program, the sharing of learning and knowledge is of utmost importance. Therefore, we note that sharing of knowledge does not only come from the qualified trainer but also from the respective team members themselves who will transmit their know-how to their respective colleagues. Moreover, sharing of learning will involve proper planning with maintained discipline before proceeding with the training phase. Figures can show that all employees are willing to share their learning as and when required however proper mentoring is still needed on behalf of the qualified trainers and head of departments in order to ensure that the proper principles and procedures are being shared. 
Respondents have again fully agreed to the fact that the multi-skilled team will contribute in making each moment matter for our guests at Tamassa. The nature of the hospitality industry invites each and every one  to be a polyvalent in this particular field. For instance, the basic of welcoming and greetings should be in the dictionary of each and every team member whether it be from the accounts department or from the front office department as anytime they can come across a guest in the resort who might have a myriads of questions to ask. Therefore at that very moment, instead of directing the guest to another person, through multi-skilling, the team member can help the guest in sorting out a specific situation. A guest on holidays is happy and satisfied when his requests are being tackled promptly and efficiently.  The multi-skilling program will allow the management as well as the team members to properly deal with guests’ requests. For instance, when a public area attendant is sick on a night shift and the cleaning of all public areas is stagnant, a room attendant who has been trained to learn and apply the daily task of a public area attendant can certainly stay back and perform as such.  Otherwise, the laundry attendant who is working on night shift can certainly back up the task of the public area attendant as well. A guest will feel at home in a cleaned and serene place rather than a dirty one.  

1.4	Conclusions and Recommendations  
Through this study, the researcher can recommend that multi-skilling is worth investigating further as it will be the most cost effective approach to help to adapt to environmental change and economic success. Furthermore, we can highlight that multi-skilling will offer tremendous benefits as it will indeed collapse departmental boundaries, thus facilitating teamwork and consequently improving on service quality. At the same time, organizational productivity shall be enhanced simultaneously saving labour costs and organizational change with an effective time and motion study as a phase 2 research project.
Hence, this research is a success as all the 12 respondents surveyed have shown their genuine interest towards, an adoption of multi-skilling environment. The result has ultimately indicated that service quality and job satisfaction are rated as the top effect of multi-skilling. With the aim of acquiring multi-skilled team members, we shall kick off with the multi-skills training program and its implementation. Subsequently, it can reinforce the concept of multi-skilling throughout Tamassa and develop a sense of motivation in other team members.
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Section 2 Appendix
2.1 Survey question to Housekeeping and Front Office Team
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2.2 Open Question to Housekeeping and Front Office Team

1. How long have you worked in the Housekeeping / Front Office department?
      A. More than 10 years		    |_|
B. More than Five years              |_|

    C. More than one year	 	    |_|
    D. Less than one year		    |_|

2. What is your specific role and responsibly in the housekeeping / Front Office department?                              
          A. Room attendant			|_|
          B. Public area attendant		|_|
          C. Laundry attendant 		|_|
          D. Supervisor 			|_|
          E. Manager 				|_|
 
3. What would be the benefits for you personally after the cross exposure at the front office and housekeeping department?

A. More learning			|_|
B. More Responsibility		|_|
C. A chance to grow			|_|
D. A chance for a promotion	|_|
E. More productivity at work	|_|
F. More job satisfaction		|_|
        Any other…………………………….

4. If ever you get the opportunity to do a cross exposure in a sub department in the housekeeping / Front Office which one would you choose?

 A. Room attendant			|_|
 B. public area attendant		|_|
 C. Laundry attendant 		|_|
 D. Cashier				|_| 
 E. Guest Relations			|_|
 F. Reservation Clerk			|_|

5. Which method of training do you prefer to acquire workplace skill and knowledge?

         A. On the job training			|_|
         B. Shadowing 				|_|
          C. Role play 				|_|

6. Are you prepared to attend training after your normal shift for the smooth operations of the department?
           A. Agree				|_|			 
           B. Disagree				|_|

7. Are you prepared to share your learning?

A. Agree				|_|				
B. Strongly Agree			|_|
C. Disagree				|_|
D. Strongly disagree			|_|


8      Do you agree that the multi skilled team will contribute in making each moment 
       Matter for our guest at Tamassa?
A. Agree				|_|
B. Strongly agree			|_|			
C. Disagree				|_|
D. Strongly disagree			|_|
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2.4 Project Proposal

Tamassa Resort will be undergoing refurbishment for further enhancement and upgrading in 2019 to a four stars plus property. The enhanced room requirements necessitate skilled labour and a lower turn-over of housekeeping staff to be sustainable. The real challenge is to create a multi skilled and productive workforce that can welcome and serve sophisticated customers in an evolving and competitive environment.

The intent of the research is to:
· To gain understanding of multi skilling in response to organizational change and to drive productivity
· To determine the existing level of productivity of the existing team members in different departments in relation to labour productivity through time and motion studies for the tasks in which the multiskilling would be performed
· To determine new productivity targets for the team members in relation to the renovation of Tamassa

The methodology used will be a blend of quantitative data (survey) and qualitative data (interview), which focus on the management and team members.

The aim of the structured questionnaire will help to evaluate whether team members are able to adapt to multi- skilling, newly productivity targets, new standard operation procedures and whether they adapt to change. The data obtained will help the researcher to evaluate the team member’s pace relative to standard performance (performance rating), to determine the normal time in relation to new standard procedures set without compromising on service quality. The study will also help to determine if the team members would require a change agent to cope with change.

Research Instrument I: Face to Face Interview/Benchmarking
A face to face interview will be conducted with the management of Four star plus hotels  and Five star hotels on setting new productivity standards as far as housekeeping, laundering and cleaning operations are concerned in order to benchmark and increase productivity and yield revenue.
Research Instrument III:  Structured Questionnaire
The questionnaire will be based on evaluating the effectiveness of the cross training among housekeeping team members. Based on a simple random & cluster sampling, 12 team members will participate in the survey.

The interview and the structured questionnaire will be conducted in February 2019 to allow sufficient time to collect reliable data. Implementation will be carried out in one month. 

The structured questionnaire will be completely anonymous without any personal details. All data will be dealt in strict confidentiality. The questionnaire will also be designed in creole language for them to understand contribute to the objective of the research.
The researcher’s expected learning outcomes include:
· To learn how to conduct an effective time and motion study based on Frederick Taylor Scientific principles of productivity in order increase rapidity of service without compromising on service quality
 To gain more insight about understanding of multiskilling and the best way forward and strategies for implementation .
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