EXPLORING THE BEST WAY OF MULTISKILLING IN ROOMS DIVISION AS A RESPONSE TO CHANGE AND PRODUCTIVITY.
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[bookmark: _Toc7513567]SECTION 1. 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.

[bookmark: _Toc7513568]1.1 JUSTIFICATION OF THE STUDY
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 has been a blend of quantitative data (survey) and qualitative data (interview), which focus on the management and team members.
The aim of the structured questionnaire contributed to evaluating 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 has facilitated the researcher to evaluate the team member’s pace of change relative to standard performance (performance rating), to determine the normal time in relation to new standard procedures set without compromising on service quality. 
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1.2.1 Research Instrument I: Face to Face Interview/Benchmarking
A face to face interview has been 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.

1.2.2 Research Instrument III:  Structured Questionnaire
The questionnaire focused on evaluating the effectiveness of the cross training among housekeeping team members. Based on a simple random & cluster sampling, 12 team members participated in the survey.

[bookmark: _Toc7513570]1.3 THE ETHICS AND INSIDER RESEARCH
The interview and the structured questionnaire were conducted in February 2019. Implementation will be carried out after all the survey will be collected and analysed.
The structured questionnaire was anonymous without any personal details. All data was dealt in strict confidentiality. The questionnaire was also designed in creole language( Mauritian dialect ) for the team members’ ease  of understanding and contribution to the objective of the research.

[bookmark: _Toc7513571]1.4 THE LEARNING OUTCOMES FOR THE RESEARCHER
The researcher’s expected learning outcomes include:
· To learn how to conduct an effective time and motion study 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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[bookmark: _Toc7513573]2.1 INTRODUCTION

The introduction of multi-skilling within Tamassa Resort aims 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 analyzed 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. This was the main object of the research.  Thus, this will help the management to understand the capabilities of their employee while considering the limits of their abilities as well. 
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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). The study of Kalleberg 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. 



[bookmark: _Toc7513575]2.3 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 have 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. 
2.3.1 Team Members Surveys
The surveyed team members 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.
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A survey was conducted, as their opinion is essential in helping the management to further develop team members to increase guest satisfaction. 
2.4.1 Findings’ Analysis
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 the respondents showed full interest towards the program of multi-skilling. Through these figures, we can certainly notice that the interest is there and it can be boosted with a very well-planned framing program. Analysing the different roles and responsibility of the team members has allowed 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% wanted 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 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. 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 the job 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. These figures also show the motivation of team members towards learning new things within the organization; however the training program should be wisely delivered in order to maintain this positivity and willing attitude in the employees. 
All 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. At Tamassa Resort. 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 is such that when there is high level of absenteeism or operation constraints, polyvalency becomes a must. 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.  
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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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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 changes -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. Training will be done after the normal working shifts where the employee will have genuine focus on the multi-skilling. Therefore, thirty 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 members to take interest in the new additional task to be performed in a near future. At the same time, organisational productivity shall be enhanced simultaneously saving labour costs and organisational change with an effective time and motion study as a phase Two research project.
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[bookmark: _Toc7513581]APPENDIX 1 Survey question to Housekeeping and Front Office Team
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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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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:
	Mohummade Nishad Potyram 

	Tick all boxes which apply:

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


	Faculty/School/Centre:
	WIWBL 

	Campus:
	Carmarthen 

	E-mail address:
	nishad.potyram@tamassaresort.com 

	Contact Telephone Number:
	+23052577362

	For students:

	Student Number:
	1715713
	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.

	
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:
	 Exploring the best way of multiskilling in Rooms Division as a response to change and productivity 

	
	
	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 

Increasing competitive pressures resulting from the evolving hospitality industry, new competitors coming up, high customers’ expectations, advance in technology, changing demographics, changing economy and new regulatory pressures are the key external factors that urge hospitality organisations to act differently 

Based on the World Travel Tourism Council statistic report (2018) the Tourist arrivals forecast for the year 2020 is 1,540,000 with receipt of emerging markets such as Scandivian countries, Russia, China. Moreover the forecast for GDP total contribution for the year 2028 is MUR 171.5bn with 159,000 jobs created in the sector.  The new hospitality reality is to be prepared to welcome the new types of travellers, the new market segments and be able to cope with the mass Tourism. 
Tamassa is an All Inclusive four star resort situated in Bel Ombre in the South of Mauritius. It has 214 rooms with occupancy of average 85 % yearly with average guest spending per guest night MUR 7500 with a customer satisfaction index of 92 % annually. The target markets are France, UK, Reunion, India and the local market.
Tamassa has the plan of undergoing refurbishment for further enhancement and upgrading in 2019 to a four star plus property with an average spending of MUR 14,000 per guest night.

Sixty percent of the rooms’ division team at Tamassa have joined since the opening of Tamassa and are more resistant to change because of fear of failure, fear of taking risks and fear of rejection 
Moreover with macro competitors such as Air BnB which has become the new hospitality accommodation reality as it operates an online market place and hospitality service which is accessible via websites and mobile apps where prospective hospitality users can use this service to arrange for lodging and micro competitors such as Residence, Sea Point, Ravenalla, four and five star properties, ensuring excellent hospitality service has become a must.

However one of the challenges of the hospitality Industry is the lack of skilled labour. The real challenge is to create a multi skilled and productive workforce who is able to welcome and serve sophisticated customers in an evolving environment.

The housekeeping function in a hotel is important. The cleanliness and maintenance of a hotel, and the state of rooms, are major determinants in guest’s opinion of the property. Guests expect a personalised service to their rooms.
Objectives
1. To gain understanding  of multi skilling in response to organisational change and productivity
1. To determine the existing level of productivity of the 10 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
1. To determine new productivity targets for the above mentioned tasks in relation to the renovation of Tamassa
1. To find out whether team members are slow to adapt  to organizational change as far as  multiskilling  to newly  set productivity targets and renovation of Tamassa is concerned
1. To implement cross exposure of the back of house rooms division team which will lead to an increase in productivity
Learning outcomes 
This research project will help me to 
· further understand how to empower my team and enhance my leadership skills. 
· learn how to conduct an effective time and motion study based on Frederick Talyor Scientific principles of productivity in order increase rapidity of service without compromising on service quality
· gain more insight about understanding of multiskilling and the best way forward and strategies for implementation.
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	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 

The multi skilling is about developing our people, increasing their knowledge and preparing them for the next level in their career. The methodology used will be a blend of quantitative data (survey) and qualitative data, focus on the management, head of department and team members.

Research Instrument I : Case study
One research strategy that will be used is the Case Study research on Tamassa hotel, an All-inclusive hotel situated at Bel Ombre, in the South of Mauritius. Robson (2002) defines the case study approach as a strategy for doing research which involves the investigation of a particular contemporary phenomenon within its real life context. In the research, the case study will be used in order to have an overview of the functioning of the business. It will also help to measure existing productivity and skills levels and find out whether these team members are able to adapt to new productivity levels.

Research Instrument II : Face to Face Interview/Benchmarking
A face to face interview will be conducted with the management of  Four star plus hotel  and five star such as Heritage le Telfair Resort located on setting new productivity standards as far as housekeeping, laundering and cleaning operations is concerned in order to benchmark and increase productivity and yield revenue.

Research Instrument III: Focus group interview
A focus group interview will be conducted with the rooms division managers and executive housekeepers of LUX resorts namely LUX* Le Morne ,LUX* Belle Mare  and LUX* Grand Gaube in order to gather data and gain insight  and opinions of the best way of conducting multi skilling  and increasing productivity to cope with a new four star plus category hotel.

Research Instrument IV:  Structured Questionnaire
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 cross training  will consist  of twelve team members from the housekeeping and front office department selected ,based on a cluster sampling of 70 team members.
The structured questionnaire will be done on paper and will be distributed among team members. This completely anonymous without any personal details. All data will be dealt in strict confidentiality.

Analysis 
This objective of the cross exposure will help the participant to better understand the management of rooms division in such a way to help in the realization of maximum room revenue at the same time of optimizing other costs. For example, how to maximize the productivity and profitability of a room in relation to other costs incurred in up-keeping the room clean by the existing number of housekeeping attendants on the floor. This analysis will also help the front office team member to understand how to work around the room category and room rates in order to maximize the room revenue.  Both the housekeeper and the front office team member will benefit from knowing each other’s strengths and weaknesses and to work better together.




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

	
Tamassa resort, Bel Ombre Mauritius 


	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.

	
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? 

	
· The Rooms Division Manager of LUX* Le Morne / Lux* Belle Mare / Lux* Grand Gaube will give their feedback 

· The Executive Housekeeper and Front Office manager + 4 team members from laundry, 4 team members from public area, 4 team members from Rooms cleaning 





	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. 

If you have completed a full risk assessment (for example as required by a laboratory, or external research collaborator) you may append that to this form.  

	Full risk assessment completed and appended? 

Yes                               ☐
 No                                   ☒


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

	
No risks are 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

	
No issues are anticipated 


	

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

	
No risk anticipated


	

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

	
No risk anticipated


	


	

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

	
Limitations:

English Language barrier

During data collection, English language might be a barrier. Explanation of the questionnaire in creole language would be necessary for the participants to understand during data collection.







	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? 

	
A meeting will be organised and the whole action plan of the cross training will be explained


	

	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.

	
During the meeting it will be explain to the team about the benefit of the cross training and with participation of their consent.


	

	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. 

	
No personal detail will be provided on the survey form.







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)?
“personal data” means data which relate to a living individual who can be identified—
(a) from those data, or
(b) from those data and other information which is in the possession of, or is likely to come into the possession of, the data controller, and includes any expression of opinion about the individual and any indication of the intentions of the data controller or any other person in respect of the individual.
	☐
	☒

	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)?
“Sensitive personal data” means personal data consisting of information as to –
(a) the racial or ethnic origin of the data subject,
(b) his political opinions,
(c ) his religious beliefs or other beliefs of a similar nature,
(d) whether he is a member of a trade union (within the meaning of the Trade Union and Labour Relations (Consolidation) Act 1992),
(e) his physical or mental health or condition,
(f) his sexual life,
(g) the commission or alleged commission by him of any offence, or
(h) any proceedings for any offence committed or alleged to have been committed by him, the disposal of such proceedings or the sentence of any court in such proceedings.
	☒
	☐

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

	
The survey will be used for the purpose of research project and will be destroyed after the project is completed 




	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:

	
All team members who access company computers have a confidential password. as per company policy we don’t have the right to share or give our password to another team members.
 




	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):

	
Use of data management system? The executive housekeeper will be only person who will be allowed to use the management data as she already have the password given by the company. 





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

	
The executive housekeeper has limited access on opera system, were as the front office manager have fully access base on the same system. however both of them have their own password which again is confidential , regarding the cross training the access given to them is as company policy    


	

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

	
The only executive housekeeper & front office manager 


	

	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.  

	
All data will be used only visually - once the training is over all the data use on the system will be deleted.
 




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:
	Nishad Potyram 
	Date:
	05.12.2018



For students:
	Director of Studies/Supervisor:
	Tessa Oosthuizen

	Signature:
	


	Date:
	6-12-18



For staff:
	Head of School/Assistant Dean:
	A.fillery-travis

	Signature:
	
Annette FIllery-Travis

	Date:
	9th January 2019




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 have attached a full risk assessment (and have NOT completed Section H of this form) (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 Academic Office (pgresearch@uwtsd.ac.uk).   Staff research directly in relation to personal study for taught undergraduate or master’s 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. If you have completed a full risk assessment, as required for example for laboratory work, field work, clinical tests, diving operations, or by a collaborative partner, you may append that to this form.  In that case, please tick the box indicating this has been provided.  You will not then be required to complete Section H.
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 you, 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 (e.g., 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, the 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.
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