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Executive Summary

The following report is intended to assess and highlight the different failing standards within Whitez in Uplands Swansea. The report consists of personal 1 to 1 questions with both bartenders from Whitez itself aswell as from other bars in the area. The questions and answers are in the format off a Matrix Table with some additional information from the matrix table displayed in different coloured charts. The findings are followed by the discussion and analysis off these findings, looking at the trends between the answers and the contrast between Whitez bartenders and the bartenders at other bars. 
Finally the report concludes with the final conclusions and some short recommendations for Whitez, including a future possible consultancy they should undertake. 
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[bookmark: _GoBack]1.0 - Introduction
Opened over 10 years ago, originally as a pool and snooker hall, Whitez has moulded and adapted over the years to grow with the environment around it and the growing demand for higher end establishments in the Uplands area of Swansea, Wales. It is a mainstay in the area with the latest opening hours and many regular customers. From a smoker hall it has transformed into a 3 venue events and bar space, 1 floor solely for hosting music events, a large sports bar and pool hall and The Terrace cocktail bar upstairs. 

1.1 - Terms of Reference
This report is written for Whitez and University of Wales Trinity Saint David by Jonathan Thompson, International Travel and Tourism Management Student. The report will assess the current organization and training standards at The Terrace @ Whitez 

1.2 – Overall Aim
The main overall aim of this project is to highlight the failing staff training and organizational standards within The Terrace @ Whitez. The employer has highlighted multiple problem areas in regards to staff training and organizational standards and strategies. These include staff’s basic knowledge, knowledge off general cocktails and the bars own cocktail specs, cleanliness and hygiene, and over all staff customer service. As there is no set manager in The Terrace aswell as no one designated for training staff the standards have slipped for both organizational standards aswell as staff training standards. 

Through face to face interactions and interviews with members of bar staff in Whitez the research set out in this report highlights the current situation with contrast between the standards in other establishments in the area, with interviews and face to face interactions with both bar managers and bartenders from these bars. 
A lot of the research collected was through personal interaction and interviews whilst working in the role and are referenced to the appropriate person and the bar they work for and in what capacity. 







1.3  - Research Methods
The main bulk of the research conducted for the report was conducted through face to face interviews with bartenders aswell as the bar manager. The information collected from the interviews is displayed in the report using a matrix table. Also included in the matrix table is the answers to the same questions from bar staff and bar managers at other bars in the Uplands area followed in the analysis portion off the report by a cross analysis off the answers of others compared with the answers of Whitez Staff. The comparison of the sets off answers show trends as to the difference in standards between businesses. As no set research methodology was known at the time there was none provided in the PID, and some variation has been made from the original plan with the cutting off a multiple objectives that were outside the restraints of the consultancy project, these however are proposed in the recommendations at the end of the report.  


























2.0 - Findings
A total of 10 people were interviewed during the research off this report. Off this 10, 6 are staff at Whitez and 4 are members of staff at other bar venues both in Uplands and Swansea. The questions asked during the interviews are listed in the matrix table below with the answers from all participants aswell as their name, the bar they work at and in what capacity. The questions relate directly to organizational standards aswell as staff training standards within the bar environment. 
Also included within the interviewed applicants is 2 members of management from separate bars, the inclusion of management from other business’ was believed important for the report to show how management strategies are implemented within similar business’ in the industry.

When interviewed, 5 off the 10 participants said they were given no formal training on beginning their current job role, with 4 being formally trained and 1 stating they had received some training from other staff. Off the 5 people who stated they had not received any formal training, the entire 100% off the answers were from the Whitez staff. 
100% off participants participating in the research answered that they knew off the daily check sheets for their respective bars, with 70% off the participants also stating they thought there was changes that could possibly be made. As the report and this project is focused on Whitez it is worth noting that all off the staff from Whites who were asked, knew off the check sheets for their bar with all of them also stating they thought there could be changes made in places. 
10 out of 10 people interviewed said they believed recipe books are a vital tool for a cocktail bar, however only 40% off people report actually having a recipe book on their bar for staff to use. 

When asked both, do you feel enough attention is given to staff training? And Do you feel enough attention is given to organizational standards? the answer the same for both with 6 people saying no and 4 people saying yes, again off this 6 that answered they do not feel enough attention is given to both staff training and organizational standards, all 6 were the members off staff from Whitez.

	
	Levi
	Dani
	Rhys
	Alex
	Josh
	Stacey
	James
	Curtis
	Jack
	Rodger

	What bar do you work at?
	Whitez
	Whitez
	Whitez
	Whitez
	Whitez
	Whitez
	Turtle Bay
	Turtle Bay
	Bookshop
	Brewstone

	What is your job role?
	Bartender
	Bartender
	Bartender
	Bartender
	Bartender
	Bartender
	Head Bartender
	Bartender
	Bartender
	Bar Manager

	Did you receive bar training when you started?
	No
	No 
	No – I was already trained
	No
	Only bits from other staff
	No, but I was already a bartender
	Yes – On the job
	Yes – mostly on the job
	Yes
	Yes, full bar training 

	Did you receive operational standards training when you started?
	No
	No – I got shown some check sheets
	No
	No
	No, just told to fill in check sheets
	I was taught the check sheets and the prep work just
	Yes
	Yes, we learn all the standards and how to record them
	Yes 
	Yes, we are taught all off the standards

	Are you aware of your bars training standards or training manual?
	no
	No 
	No 
	no
	I don’t think we have either
	We don’t have a manual
	Yes
	Yes, it is on the bar
	Yes, we all have a manual
	Yes each member of staff has the manual

	Who enforces organizational standards at your bar?
	The manager
	Chris, the manager
	The manager I think 
	No one
	The GM Chris has to do it on his own
	Our manager, Chris
	Myself, as the head bartender
	The head bartenders
	The supervisors
	Head bartenders and supervisors

	Are you aware of the relevant organizational paperwork for your bar?
	We are supposed to do check sheets
	I’m only aware of the check sheets we do
	There is just the check sheets each day
	Vaguely 
	I only know the check sheets
	We do check sheets daily but that’s it
	Yes
	Yes we fill them in daily
	Yes, I don’t have to do a lot just daily sheets
	Yes, managers check bartenders are doing it regularly 

	Do you think it is accurate or could it be changed?
	Yeah a lot of them should be changed
	Some of the things could be removed
	I think a lot could be changed
	It needs changed
	Some off them seem abit dated
	Yeah a few things need changed
	No, it is accurate and comprehensive
	No they are fine
	Somethings maybe but it’s mostly fine
	No it is thorough and covers alot

	Does your bar have a recipe book to learn from and do you believe it is/would be beneficial?
	No, they are on the till but we don’t have a book
	No, we can print a little slip when we need it just
	No, I wanted one to learn but none was available
	No, it is digital and I was told I would learn on the job when I asked for one 
	I work down stairs but I know they don’t have one upstairs, it would be useful
	No, no one has a recipe book for our recipes
	Yes – I believe it is necessary for staff to learn correctly
	Yes they have the recipes stuck up around the bar 
	Yes on the bar in multiple places it helps during service alot
	Yeah all staff get their own copy off the spec book to help learn

	Do you feel enough attention is given to organizational standards
	The check sheets don’t always get done so probably not
	A lot of the time we forget the check sheets cause no one is enforcing them.
	No, I would have been more comfortable if I was trained in the standards
	No, not at all
	No, there is definitely room for improvement 
	Nope, not enough is done by the staff or management to set standards
	Yes, there is regular standard checks
	Yes there is a lot of time put into the organizational standards  by management and bar staff
	Yes, the managers are constantly checking the standards off staff
	Yes, when things become old we change them so as to keep a high standard

	Do you feel enough attention is given to staff training?
	No, we could really do with it
	No, I don’t think anyone has had formal training here.
	No, I would have liked training for the cocktails but there is none in place 
	No, there is none whatsoever.
	No, again there is room for improvement
	Again nope, there is no training for bar staff who really need it as they come with no experience
	Yes, we have regular staff training sessions
	Again yes, the managers work hard to provide training for staff regularly
	Yes, we have full training for new staff and regular refreshers for current bar staff.
	Yes, regular staff training aswell as additional knowledge lessons from spirit companies 








A mix of participants was used for the interviews however as the report is on Whitez, the responses are predominantly from members off bar staff from Whitez.







3.0 - Discussion & Analysis

The first point off the research that needs discussed is the number of people involved in the research questioning. Although it was possible and in some ways might have changed the outcome, but not all  bartenders within the consultancy base Whitez was interviewed. This was due to the growing trend in answers that were all the same. As less bartenders were being interviewed from other business’ the consultant decided to question less staff in Whitez, so as to allow the answers to be more evenly matched in numbers. Aswell as this, going by Survey Monkeys sample size outlines for how big off an audience is required to confirm a valid theory, the number of people interviewed from both inside and outside off the business in question is equal enough so as to provide a good scale of which to measure the standards on.. (Survey Monkey, 2018).

Off the other 4 people interviewed, 2 work in Turtle Bay, a nearby bar and restaurant, 1 off which is a manager and the other a bartender. 1 is a bartender in The Bookshop and 1 is the bar manager in Brewstone, both next door to Whitez in Uplands. The consultant though it was important to include not only bartenders but also bar staff in management so as to see if there was a difference in the answers provided between staff and management.  It was also decided to also interview bartenders in business both next door to Whitez aswell as 1 further away so as to compare the answers from bartenders in 2 different areas of the same city. The research indicates that there is not much difference in answer between bartenders and management aswell as between bartenders in one area and another.

As stated in section 2.0 – Findings, off the 10 people interviewed, 5 answered to having been given no formal training on starting their current job role, with 4 answering that they had been given full formal training and a final 1 person who answered that although they had not been given any formal training they had been given some on the job training from other members of staff who worked alongside them. Also as mentioned in the findings, all 5 off the participants who answered as to having been giving no formal training aswell as the 1 participant who had answered to receiving on the job training were the 6 bartenders from Whitez. This alone begins to show the essential need for a training plan and structure to be implemented at Whitez so as to replicate the answers from the other 4 interviewed, stating they had received full training when starting their role. 

Although 70% of people when questioned stated that there was elements of their daily check sheets they would change if possible, all 100% agreed to knowing the existence of daily check sheets aswell as how to use them although it is worth noting that 3 off the people interviewed stated they did not often use their daily check sheets due to no enforcement of the organizational structure. Although it may only been seen as a small and tedious task, daily check sheets aswell as all of the other organizational paperwork that is associated with a bar is essential for smooth operation and accurate stock and cost analysis. The finding also show that 6 off the 10 people questioned believed that not enough attention is being given to the organizational standards within their bar. All 6 off these people were the bartenders from Whitez, this again is showing that there is a lack off organizational standards that should be addressed to help with the functionality off the bar and the business as a whole. 
When trying to determine the reason for the slip in organizational and training standards, a trend began to occur in the answers from people when asked who enforces organizational standards on their bar. All 4 of the bartenders from other bars answered that it was enforced by their supervisors or head bartenders, whereas 4 out of 5 bartenders from Whitez answered that it was the responsibility of the General Manager to enforce the standards. This trend shows an emphasis on the need for more management within the business who are on the bar working alongside the staff as it is left for the 1 single manger to do. 

As shown in the Matrix table and Findings in 2.0 100% of the people interviewed though recipe books were an essential part of bar equipment that is essential for the training and development of new and existing members off staff. However only 40% off the interviewed answered as to having a recipe book on their bar. The 6 people who answered as to not having a recipe book on their bar for training and use were again the 6 bartenders from Whitez, with multiple saying they had asked for one but not received one, but all 6 were in agreeance that it would be a great help to them both in training and in daily shifts. 

The Findings in section 2.0 also showed a trend in answers between the final 2 questions, whether the bartender though enough attention was given to organizational standards, and whether they though enough attention was being given to staff training. When scaled back to yes and no answers all 6 Whitez bartenders were in agreeance that they did NOT believe enough attention was being given to staff training and development aswell as not enough attention being given to the organizational standards on the bar. In contrast, all 4 off the other bartenders interviewed were also I agreeance but in agreeance that they DID believe enough attention was being given to their staff training and development aswell as their organizational standards.



4.0 – Conclusions and Recommendations

4.1 – The Overall Aim 
In conclusion, The overall aim of this report and the aim of the consultant has been to highlight the failing organizational and staff training standards at Whitez in Swansea so as to show areas possible for improvement to allow the business to continue to grow and compete in a fast changing market in a higher end area. The consultant believes the report provided fairly highlights the most prominent failing standards aswell as highlighting other slipping standards that could be improved upon. 

4.2 – Organizational Standards
The failing organizational standards are the first of the 2 major areas that could and should be improved to continue to grow and compete in the market. It is vital that Whitez finds additional management that are qualified and skilled to do the job so as to provide a better management structure for their staff, The report also shows that although staff at Whitez know about the daily check sheets and other bar paperwork and are familiar with how to use them, they frequently do not as there is no strict enforcement on the standards. This leads to a drop in hygiene standards and subsequently customer levels. Finally as shown by the answers from Whitez staff in the matrix table in section 2.0 Findings, they do not believe that there is currently enough attention being put on the organizational standards in the bar and believe more could be done to make the bar better and push it to the next level. As a recommendation please Appendix 1, 2 & 3 to see the updated check sheets made by the consultant made that could possibly replace the current check sheets as they are more up to date and accurate for what staff actually do day to day working on the bar. 









4.3 – Staff Training Standards
The second main failing standard within Whitez is the staff training standards. As highlighted in the Findings section and analysed in the analyses section, all 6 bartenders from Whitez that participated both did not receive any formal training when they began their current job role and also again believe that not enough attention is being given to staff training and development on the bar. In comparison to the other bartenders from other bars interviewed who not only have formal training, regular catch up training and specialist drink and spirit training sessions, the staff at Whitez are exceptionally under skilled and undertrained for the jobs they are performing, in comparison to the other bartenders interviewed. It is highly recommended that Whitez invest strongly in their staff training and development structure so as to train the current staff to a higher level making them competitive with neighbouring bars, aswell as so they have the ability to train new staff when they arrive, continuing to set their team up for more success. 
The findings also highlighted the need for a recipe book on the bar. All staff when questioned said a recipe book was essential for them to learn the recipes correctly and so as to speed up efficiency and boost customer service on the bar itself during service. 
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All information collected was first hand and in person, the names, roles and bars off the people involved in the research are named below, for their privacy, their second names have been withdrawn. 

Levi – Bartender – Whitez
Stacey – Bartender – Whitez
Dani – Bartender – Whitez
Alex – Bartender – Whitez
Rhys – Bartender – Whitez
Josh – Bartender – Whitez
James – Head Bartender – Turtle Bay
Curtis – Bartender – Turtle Bay
Rodger – Bar Manager – Brew Stone
Jack – Bartender – The Bookshop


















7.0 [image: ]– Appendix 





























(Appendix 1 – Potential updated Open Check Sheet)
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(Appendix 2 – Potential updated Close Check Sheet)
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(Appendix 3 – Potential updated Weekly Check Sheet)

No. of People Interviewed	Whitez	Turtle Bay	Bookshop	Brewstone	6.0	2.0	1.0	1.0	


Number of people who received formal training	Received Training	Did NOT Receive Training	Receive some training	4.0	5.0	1.0	
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