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Section 1
Project Proposal

1.1	The Topic
Enhancing and customizing guest experiences by providing guaranteed room on arrival until departure for non-local guests.

1.2	Rationale
The tourism industry is one of the fastest growing segments in Mauritius and is thus highly competitive. It is very challenging to be among the top performers on guest satisfaction, team engagement and profitability. Constantly enhancing a hotel’s service offerings to ensure guest satisfaction is a must. 
70% of guests coming to LUX* Belle Mare Mauritius travel for more than 10 hours and land before noon. When they arrive at the resort they are required to wait for their room since the check in time is 2 pm and the room is not ready.
Moreover, the majority of our guests’ flights from Mauritius are scheduled in the evening and guests have to check-out at 11 am even though their actual departure time at hotel is late afternoon evening.
The above scenarios lead to frustrated guests and negatively impacts on their first and last experiences. Based on the guest feedback system, the main complaint in Front Office is related to the check in and check out times. Thus a new policy would have the benefit of minimising the complaints from guests. 

1.3	The Intended Impact
The intended impact of the research is as follows: Creating a hassle free check in and check out system for our guests by ensuring that all rooms are ready regardless of their arrival time and that guests can keep their room until their departure time.
1. Eliminate guest complaints related to check in and check out time.  
2. Smooth daily operations in Housekeeping as there is will no back to back rooms to prepare.
This research will also:
· Enhance my personal knowledge of revenue management as it will involve calculating the cost or revenue loss associated with implementing the new policy.
· Improve my time management skills by completing the relevant sections of my research as per the agreed time lime.
· Improve my leadership skills and creating more leaders as a result of the implementation of recommendations.

1.4	The Proposed Methodology 
The research methodology will involve both qualitative and quantitative data (primary and secondary):
1. Survey questions with the Front Office team members with emphasis on guest experience and satisfaction upon check in and check out.
2. Interview with the Sales Manager & the Revenue Manager to understand the sales and revenue strategies for the hotel.
3. Focus groups with Housekeeping & Maintenance focusing on their operational challenges and costs associated with the proposed policy.
4. Analysis of Guest Satisfaction Surveys and in the event Guest Satisfaction related data is not available, a secondary internal guest feedback process will be used to capture data required for the research.
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Figure 1: Gantt Chart

1.5 	Ethics and Insider Researcher 
Before the interview, interviewees will be briefed of the purpose of the research and will be requested to share only what they are willing to share. Data collected will be used for the purpose of this research only.
















Section 2
Project Report

2.1	Introduction
Analyzing what guests’ value and how to enhance their experience, has contributed to the development of a guaranteed early check in (ECI) and late check out (LCO) system. It is a fairly new system and hence very few hotels in the world follow this practice. LUX* Belle Mare resort, Mauritius, where this study was based has 80% of guests arriving on early flights and leave on late flights as per connections available. Therefore a guaranteed ECI and LCO could be a valuable addition to the overall guest experience. This study was done to ascertain the feasibility of implementing the ECI and LCO system in the hotel and possibly expand across all group properties. This will enhance our positioning vis-a-vis our competitors and can be a powerful tool for the marketing and enhancing revenues. Currently this system is not followed in Mauritius and hence this is a pioneering study for this region. 

2.2	Literature Review
To enhance guest experience in a hotel is a conflict of different perspectives which need to be affiliated. These revolve around guest satisfaction, team member’s fulfilment, and price acceptance. There needs to be a synergy between all three for the guest experience to be a success.
Ali et al (2016), conducted a study between service experience, emotions, satisfaction, and price acceptance. Findings showed a significant relationship between service experience and emotions which mutually influence guest satisfaction and price acceptance. The results obtained indicate that management in resorts need to consider the hardware and the ‘software’ which includes all intangible aspect of service in order to satisfy the customer emotionally. In doing so, guests are more willing to accept premium prices charged by resorts.
To be able to conceptualize the idea of guaranteed early check in (ECI) and late check out (LCO), understanding Revenue Management and striving for revenue optimization is of crucial importance. According to Tse & Poon (2011), it has been acknowledged that we can have different methods of calculation for revenue optimization, however, none replace human intelligence.

Based on the above mentioned studies, working on a revenue strategy to ensure optimization and also taking into account the guest experience and emotions; which no strategy can predict apart from human intelligence, is worth considering.   

In order to best cater for the guest experience and emotions, hotels use Customer Relation Management systems (CRM). This system seeks to create value and more customized experiences for the guests and keeps track of performance through guest evaluation.

A study from Stephen et al (2007), acknowledges that in today’s world, word of mouth is very powerful as it is an important tool for guests before they take the final decision of booking their stay. The study also highlights the importance that word of mouth has in the hospitality industry as services are intangible and difficult to evaluate prior to experience. 

The main purpose of CRM is to encourage repeat business and positive feedback on all Electronic Word Of Mouth (EWOM) sites. The percentage of repeat guests in a Resort and the ranking on EWOM is a good indication of business situation and CRM.

According to Ada et al (2009), building a strong customer relationship is crucial for the success of an organization as the emphasis of same is to maximize revenue from happy and repeat guests.

From their study, they discovered that hotels suggested the following points:
· Making guests feel special.
· Exceeding guests’ expectations.
· Building good guest connection and communication
· Targeting the right guests

The points mentioned contribute to making guests feel special and at home.

Article of Ali (2019), The Postcard Hotel and Resort offers guaranteed ECI and LCO, as they want to be different and offer the best experience. ECI and LCO are likely to have a positive effect on customer relationship and do have a significant impact on guest perception prior to booking.

2.3	Methodology
To be able to understand the implication of guaranteed ECI and LCO, a qualitative and quantitative research was done, involving Housekeeping, Front Office, Maintenance, Sales and Marketing and Revenue departments as they are directly concerned with the system and their point of view is of utmost importance.
As the Front Office team has direct contact with guests and survey was conducted with the team to understand their main challenges during check-in and check-out. A questionnaire consisting of 10 questions was given to the Front Office team comprising of 20 persons. 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 was not chosen so as to give the team the opportunity to express themselves freely at their convenience. Responses were anonymous. 
A focus group discussion with Housekeeping Supervisors which consisted of 7 participants was also conducted, in order to identify the challenges they encountered daily in their operations. This was scheduled in their office after their daily briefing. This method was the most appropriate for the team as they could express themselves in the local language, Creole which made the sharing of opinions easier. Our Guests Satisfaction Index (GSI), is currently deactivated due to change in regulations. Hence, GSI score was not used as an indicator as stipulated in the Ethics Form. 
Face to Face Interviews in Creole were conducted with 3 maintenance supervisors in order to understand the manning and costs related challenges. Responses were noted in English by the researcher. 
Two Sales Managers were also interviewed with specific questions. The interviews were face to face; however the sales managers were also keen to send their opinions by mail. 
A group work session and interview was also conducted with the Revenue Manager to understand the revenue and sales strategies. Knowing that The Postcard Hotel and Resort is already offering guaranteed Early Check-in and Late check-out as per Ali (2019), it has helped us to have a more positive and can-do attitude towards this research. Specific calculations and projections have been done by the Revenue Manager. 
As insider researcher where research was conducted with members of the same company, working for a common purpose, they were reassured about the confidentiality and anonymity. Information acquired was analyzed and the outcome will be shared with the concerned persons only.
The risk of having an adverse outcome was deemed unlikely. However, due to General Data Protection Regulation (GDPR), Guest Satisfaction Index (GSI) was stopped 6 months ago and no further GSI survey has been implemented as yet. 

2.4 Findings
A survey was carried out with team members of the front office department of the resort who have direct contact with guests, refer to appendix 3.1. 20 team members were requested to complete the survey and all responded. 86% of the team had responded that room not ready upon arrival is the most common issue that negatively affects welcoming and check-in when a guest arrives before the check in time which is 2pm. 90.48% responded that the most recurrent complaint that they faced when a guest has a late flight is when they cannot keep their room for a late check out after 11am. 76% acknowledged that if a guest does not have the room ready upon arrival it negatively impacts their first impression. Analysis shows that the majority of the team mentioned that guests are tired and they would like to rest, especially on arrival.
65% mentioned that if a guest cannot keep the room till their departure time, it impacts on their holiday experience. Most of the respondents added that guests prefer to keep their room, in situation that they cannot keep their room, it impacts negatively on their departure experience. Respondents felt it is a hassle for guests to do packing and unpacking to be able to take a shower in the courtesy room. Interestingly, 35% responded that it does not impact on guest holiday experience and the majority added that there are courtesy rooms offered, guests’ luggage is kept safely while they continue to enjoy the hotel facilities. 
The majority of the team, which is 94% found that when room is not ready upon arrival it engenders two major challenges within departments. First, when giving perks such as breakfast / lunch / spa to guest when room is not ready, it affects the cost and service of the concerned outlet. Second, it creates conflict with housekeeping department which takes time to clean the room. Very often, time is communicated to guests and when room is not ready on time the front office team need to face unhappy guests and they tend to take out the frustration on the housekeeping team.
A question was posed to Front Office team to check their preference for two scenarios. For this 95% of the team chose scenario 1, where they prefer to have 50 rooms on arrival provided that all rooms are ready upon arrival instead of scenario 2 which was 30 rooms arrival for the day but not all the rooms being ready. Majority of respondents also added that when rooms are ready upon arrival it contributes to guest and team members’ happiness. 
86% indicated that guests prefer to have their room ready upon arrival rather than other perks such as massage, sparkling wine or lunch. For a question having 4 response options from disagree to strongly agree, 70% strongly agreed and 30% agreed, that room ready upon arrival contributes to a positive guest experience. Also, 65% strongly agreed and 25% agreed, that free late check out contributes to positive guest experience.
For open ended questions on challenges faced when rooms are not ready and guest arrives early, the highest responses by the team were, frustration, complaints and disappointment, analysis is provided in appendix 3.2.
Quantitative analysis of the front office member’s survey points toward having guaranteed ECI and LCO shows a positive impact on both team members and guests.
Findings from the Housekeeping Supervisors Team in appendix 3.4 has also been very interesting. The team responded that time taken for the rooms to be ready when there are guest departing and arriving in the same room on same day also called back-to-back room, is very limited and especially if the room is in a poor state. They mentioned that back-to-back room negatively impact on the service provided to guests. They found that overall operation is affected and though they use an odorless product, very often guests complain about strong smells and overall room cleanliness.
Housekeeping Supervisors responded that guaranteed ECI and LCO has a positive impact on their daily operation. However they feel a need to adjust manning and to increase their logistics in the afternoon. They foresee issues when in the same room there is a late evening check out followed by an early morning arrival the following day. This is because majority of maintenance tasks in the room are performed during the day. Hence, they feel that maintenance team will definitely have to readjust their manning and will have to also take into consideration the noise aspect. Furthermore, when giving rooms on guaranteed LCO daily cleaning service will need to be provided which will increase work load. However, knowing that no guests will be allocated on the same day in the room it might alleviate the work load if the next arrival is in the afternoon the following day. They therefore foresee an increase in team satisfaction. As indicated in the interview, respondents strongly agree that team will have more time to clean thoroughly and give extra attention to cleanliness. Furthermore they predict better control on overtime expenses as they will have a more accurate visibility of daily operation. For example, in case of departure rooms they can decide either to do basic cleaning instantly (stripping bed linen, emptying dust bins, etc) and get more thorough cleaning done the following day. Alternately, depending on the next arrival, they can get the team to do overtime and complete the task immediately.  Currently when rooms are on back to back arrivals, there is no choice but for the team to do overtime and complete the task.
After an analysis of the interviews with the Housekeeping supervisors, we can foresee some positive aspects, however it might impact on the quantitative aspects as daily cleaning service will automatically need to be provided to departure guests leaving late, therefore resulting in extra work. (Currently daily cleaning service is not provided to departure rooms). Also frequent reshuffling of their manning to cater for rooms on LCO and ECI may cause more overtime if not managed well. This necessitates a change in housekeeping department’s work culture to have equal manning in day as well as night shifts, which may be challenging. Currently major manning is provided for day shifts as compared to night shift.
The maintenance department is also directly affected by guaranteed ECI and LCO. Following analysis of the maintenance supervisors report on appendix 3.3, it shows that their responses are similar to the Housekeeping department. They responded positively to the qualitative aspect. The data analysis also shows that guaranteed ECI and LCO contribute to perfect room status and cost cutting, provided that the team has more time to work on perfection. This will result in reduced expenses as no outside contractors will be needed for preventive maintenance of rooms. Interviewees revealed that major work in rooms cannot be conducted in a short period of time, due to which currently we hire contractors. 
Additionally, when having rooms sold on back-to-back basis when there is limited time available for cleaning, some important tasks cannot be done immediately. This results in taking temporary actions to resolve the problem.  Very often, temporary solutions create more problems and result in increased expenses including outsourcing of maintenance services.
Analysis also shows that the Maintenance Team finds that guaranteed ECI and LCO may have a positive impact on the team – as most of them selected ‘Agree’.  Points brought up were, less pressure on the team which can result in a better team spirit and communication between team members and supervisors. Surprisingly, some interesting findings were revealed, such as the need to be more vigilant. Interviewees mentioned that actually lot of supervision is needed when maintenance team perform their daily tasks. Interviewees revealed the need to ensure that tasks performed by the team needs to be diligently monitored.  They foresee a challenge of the team being less productive, hence to remediate the situation they find it critical that team members are made accountable and are empowered.
Following my interview with the sales manager (appendix 3.5), the key findings were that they both agreed that guaranteed ECI and LCO contribute as a marketing tool and families with young children will be very much attracted to same. Interviewees have also responded that there is a coherence between service experience and emotions which mutually influence guest satisfaction and price acceptance. They also mentioned that someone who is satisfied with the service in a resort will definitely come back, bringing additional revenue to the resort. They also reported that if there is high level of service, guests will be willing to pay an incremental price for the same. They also commented that, whether guest experience is positive or negative, is a reflection of their emotions and emotions cannot be contained. They will express it in one way or the other through feedback, reviews on EWOM, etc. which plays a big role in the resort’s reputation. 
However remarkably, when interviewing in regards to guaranteed ECI and LCO with an increased room rate in comparison to a competitor, there were two different responses. The first interviewee replied that it is likely to have a positive impact on guest perception. However the second interviewee was not sure as he felt this strategy could easily be replicated by competitors by offering lower rates than us which may leave us in a counterproductive situation.
Overall interview of the sales managers indicates that from their point of view guaranteed ECI and LCO can be beneficial for the resort and guests.
For interview and group work with the Revenue Manager, (appendix 3.6), the key findings are in favor of a guaranteed ECI and LCO. The respondents find that the system is viable provided we have reliable statistics on flight schedules for three different timings per day. Following his analysis, for example if a guest stays 5 nights for 100€ per night, totaling to 500€, they might pay for 5 nights at 650€. The Revenue Manager found huge potential in guaranteed ECI and LCO. However an in-depth study will be recommended to understand a better price point for this kind of service. 
Results from the focus group discussion showed that following an analysis of flights used by guests, in an optimization point of view, the reservations and operations team will need to be prepared to handle overbooking situations. 
There will have to be a change in the culture and for the same to happen a synergy of business mindset and operation mindset will be the key to success of a guaranteed ECI and LCO.
The Revenue Manager feels that the Housekeeping and maintenance team will need to perform tasks round the clock to make the ECI and LCO system work. He feels that definitely there will be a need for change in the working mindset.  He suggested that proper communication and planning will remedy the situation.
We discovered that the current property management system (Opera) can continue to be used effectively to implement the ECI and LCO system. The only challenge is that the team members will need to be meticulous to take into consideration any overbooking scenarios and also ensure that an advance billing procedure is followed upon LCO guest check out. This will ensure safeguarding of revenues.
In comparing the literature review and analyzing the responses, the results show that there is a significant correlation between the three elements - importance of guest satisfaction, team members’ fulfilment and acceptance of incremental pricing by guests. A major emphasis will be needed in changing the work culture and developing internal systems which support the ECI and LCO strategy.

2.5	Conclusions and Recommendations  
The study shows that a guaranteed ECI and LCO could be an excellent addition that generates more bookings, thereby leading to more revenue. Analysis revealed that it proves to be beneficial for all departments such as Front Office, Housekeeping, Maintenance, Sales and Marketing and Revenue. 
Despite these benefits, we are likely to face few challenges upon implementation of a guaranteed room upon arrival till departure. Therefore, further research needs to be conducted involving the Human Resources department as it pertains to a change in the teams daily work culture and also further study needs to be carried out to seek optimization of room revenue. 
However, optimization of room revenue will have to be diligently calculated taking into consideration team dissatisfaction if overbooking is not handled correctly. The Post Card hotel and resort can be contacted to understand their revenue strategy used.
In order to test the impact, it is recommended to do a pilot implementation of the ECO and LCI system for a 1 or 2 categories of rooms (up to 10% of the total room inventory of LUX* Belle Mare) with the assistance of the Revenue Manager, Sales and Marketing Manager and the Regional General Manager. 
To conclude, I find that this project has helped me to acquire a better knowledge of revenue management, strategic thinking and operational planning. Also, it has enhanced leadership and time management skills.
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Section 3 Appendix
3.1 Survey questionnaire to Front Office Team
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3.2 Open Questions to Front Office Team
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3.3 Interview Questions to Sales Manager
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3.4 Interview Questions to Housekeeping Supervisor 
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3.5 Interview Questions to Maintenance Supervisor 
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3.6 Interview and Group work Questions to Revenue Manager 
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Section 4
Ethical Approval Form

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:
	
Marie Sheila Malloo

	Tick all boxes which apply:

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


	Faculty/School/Centre:
	WIWBL

	Campus:
	Carmarthen

	E-mail address:
	sheila.malloo@luxbellemare.com

	Contact Telephone Number:
	00230 59191739

	For students:

	Student Number:
	1715710

	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 also any specific ethical guidance relating to the proposed methodology).  Please tick to confirm that your research proposal adheres to these codes and guidelines.

	Guidelines Revenue Report; Guidelines Annual report of Hotels 2017 
	☒
	LUX Code of 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:
	Enhancing and customising guest experiences by providing guaranteed room on arrival until departure for non-local guests.

	Proposed start date:
	
	Proposed end date:
	

	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
Ensuring guest satisfaction, meeting yearly budget and reducing costs are among my core responsibilities as Rooms Division Manager. I have done a quick review of our main complaint in regards to Housekeeping and Front Office which are; room cleanliness, rooms looking tired, rooms not ready upon arrival. We have noticed that the main concern for the Front Office are check-in procedures which are mostly affected because rooms are not ready upon arrival or we have guests who are frustrated as they cannot keep their room until their departure time. My research will focus on the analysis of these areas and seek appropriate remedial action. 


Aims
The aims of the research will therefore be:
· To understand how to increase guest satisfaction – attract more business by really living our vision “Helping People Celebrate Life” 
· To review the possibility of being one of the few hotels in the Indian Ocean providing this service.
· To identified ways to enhance the current personalised service by the Front Office and Housekeeping teams 
· To determine ways to improve operational effectiveness in Front Office and Housekeeping teams.
To develop a revenue strategy that does not impact negatively on the Average Room Rate and earnings before interest, taxes, depreciation and amortization (EBITA)

Previous Research
Research shows that the first impression is very powerful. Indeed for our guests it is crucial to make a positive first impression, we never get a second chance to make a positive first impression and the first impression can have lasting consequences. It is crucial to understand what can contribute to a positive first impression for our guests and to identify the barriers we may be encountering in providing the positive first impression.  To sum it up, as much as the first impression is important, the last and lasting impression is also incredibly important as it impacts on our guests’ future decisions. 

Our guest satisfaction index is a good indicator which has helped me identify the recurrent factors that have been impacting on guests’ experience during their stay with us. At a first glance we noticed that few feedback are related to their check-in experience and check out experience and those experiences are related to first impression and last impression for guest.


References:
Buttz S., Senior Vice President, East Group, Towne Park. Copyright 2018 Towne Park, LLC. 
Available from: https://www.townepark.com/importance-first-last-impressions/ on 25.11.18

Kaufman R., (2012) Uplifting Service, The Proven Path, The New York Times, New York.
 (this box should expand as you type)

Learning Outcomes:

· Enhancing my understanding of Revenue Strategy, Strategic Thinking and Strategic Planning.
· Acquiring better Time Management by completing sections of my research timeously
· Enhancing my leadership skills, and creating more leaders as a result of the implementation of recommendations



	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:

This research entails others’ input and opinions of other team members, colleagues and peers. Their output will help to build on ideas for better decision making.

Participants: 

Will be mostly team members of the company, Head of Departments, The Sales and Marketing Manager and The Revenue Manager. (Approx. 30 participants)

Methods:

1. Survey:  The purpose of the survey is to establish a trend for different check-in and check-out scenarios with guests. This research will help us understand and have a clear picture of guest satisfaction upon check-in and check-out. Should we not be able to have our   company online survey methods, then we will conduct interviews through open ended questions with guests. Results will be compiled on a feedback sheet.
We will also conduct a Front Office team survey in regards to their main concerns during check-in and check-out. It will be approximately 10 open ended questions and will target approx.  20 team members.
The questions will be based on how the Front Office team could be more productive in assisting guests and creating memorable and personalised experiences for our guests. 

2. Focus Group: We shall conduct group sessions focusing on challengers that our Housekeeping Supervisors encounter daily. It will be open ended questions and answers which will be recorded. We will also use the Guest Satisfaction Index as an indicator. The team consists of 7 people and group session will take approximately 30 minutes.

3. Interviews: The purpose of interviews will be to obtain more detailed information. They will take into consideration the qualitative and quantitative aspects in regards to manning and costs, 3 persons from the Maintenance department will undergo this interview.  
The sales Manager will also be interviewed with specific questions and the interview will be noted n paper.

4. Interview & Group work session: The purpose of same is to understand the strategies and statistics with the Revenue Manager. Specific calculations and questions will emerge and anonymous figures will be used so as to work out a calculation process.

Analysis
Survey: The findings from the survey will provide me with vital information on Guest Satisfaction and Team Members challenge and the outcome. Following the analysis of the survey I will be more prone to take better decision.
Interview and Group Focus: To understand others’ point of view and what challenges we could face.

	

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

	This will be based in the company’s office LUX Belle Mare. All interviews will be conducted by telephone, electronic surveys, face to face interviews.

	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.

	In Mauritius




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? 

	Peers of the resort, mostly Room Division Team Members, Head of Departments and Revenue and Sales Managers

Housekeeping: 7 participants by conducting a meeting
Front Office: 20 persons by filling a survey form with specific questions
Revenue: 2 persons, interview and group work sessions
Sales and Marketing: 2 persons giving interviews, one to one.




	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. 

	

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

	None anticipated


	

	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

	Not applicable


	

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

	Not applicable


	

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

	No risks are anticipated


	

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

	As the people I am going to interview and do survey are mostly team members of the resort, it will not be a problem to have the required information. The interviewees will be briefed that the research is for the betterment of the guest, team and resort. 

In the event our Guest Satisfaction Survey is not operational, I will be using our internal current guest feedback process to capture data required for the research. 






	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? 

	Participants will be updated on outcome in Room Division meeting after completion of research.


	

	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.

	Not applicable. The participants are team members of the resort.
 (

	

	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. 

	For both survey and interviews, only information data related to % of satisfaction will be needed



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)?
	☐
	☒

	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)?
	☐
	☒

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

	




	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):

	The data below will be in line with our resort policy of data protection act – Information gathered will only be in conjunction of responsible party





	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 anonymisation:

	
The company database ensures client confidentiality via the use of specific operator passwords. No data is shared. All client-related email correspondence requires a specific operator password. The data generated by the research, will not include any guests data but only figures by Data Protection Act 2017 and LUX Code of Ethics.


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

	Researcher and mentors


	

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

	The researcher only


	

	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 generated by this research will be stored on company computers which are password-protected. Data will be anonymous, and used only for the research purposes outlined. All data will be erased/ destroyed once analyses are complete.





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:
	Marie Sheila Malloo
	Date:
	28.11.18



For students:
	Director of Studies/Supervisor:
	Tessa Oosthuizen

	Signature:
	


	Date:
	3 – 12 - 2018



For staff:
	Head of School/Assistant Dean:
	A.FIllery-Travia

	Signature:
	
a.fillery-travis

	Date:
	9.1.19




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 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 Postgraduate Research 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.
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.






1

image2.emf

image3.emf

image4.emf

image5.emf

image6.emf

image7.emf

image8.emf

image1.emf
Apr-19

TASKS Week 3 Week 4 Week 1 Week 2 Week 3 Week 4 Week 1 Week 2 Week 3 Week 4 Week 1

Literarure Review

Design of Questionaires for participants:

Preparing Question for Housekeeping supervisors

Preparing Questions for Front Office Officers

Preparing of Questions for Maintenance 

Supervisor team

Preparing question for Sales Manager Team

Preparing questions for Group Workshop with 

Revenue Manager

Conducting the survey and interviews

Analyis of Data and Findings

Conclusion

Jan-19 Feb-19 Mar-19


