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1. [bookmark: _GoBack]The Project Proposal 

1.0 Introduction
In Mauritius we have around one hundred and eighty hotels and we all strive to be in the top ten among the hotels ranking. To achieve that result, all of the hotels are trying their level best by innovating and creating unique experiences for guests in order to increase customer satisfaction and revenue. Being the food and beverage manager of Tamassa Resort, I have the responsibility to be in line with the latest innovative trends, come up with brilliant new ideas to enhance guest experiences at the resort and to create opportunities to increase our food and beverage revenue in view of meeting or exceeding our departmental budget. Since Mauritius is already well known for its rum, we have recently opened a new pop-up bar named the “Rhum Truck”.

2.0 Aims
The truck is opened every day for burgers during the day for lunch only which starts at noon till three o’clock in the afternoon and same is closed in the evening. We have implemented the Rhum Truck with the objective of fine-tuning the production of homemade rhum by being more authentic and offering coffee rhum as digestive which was planned to be opened only three days per week. It has been noticed that those three days the work load of the main bar has reduced. Based on that observation and since there was no budget allocated for a complete new outlet, the truck could be considered as a new evening outlet available instantly at minimal investment. The homemade rhum will be bottled and placed for selling so that it could generate income, therefore contributing in achieving the budget. The truck will be the third outlet where guests can chill out in the evening and it will increase the customer satisfaction through quality service, which is our main objective. 

3.0 Proposed methods and Ethics

Both quantitative and qualitative research was planned to get guest responses to the “Rhum Truck” and to look at ways of improving the concept as per constructive comments received.  Surveys and interviews were planned to ensure the proper flow of the planning, organisation, implementation and improving the service quality. As per the ethics form the targeted number of participants are 50 to 120.
All guests participating in the rhum tasting would get a small questionnaire which would be short, quick to fill and which would be kept anonymous. It would include questions on quality of the product, value for money, interaction with the sales person, knowledge of the product and 

improvement that can be done. All this information would be used for a better understanding and would be dealt in strict confidentiality.
Some guests would be interviewed which would not take more than five minutes. They would be selected randomly and we would make them aware of our project before asking any questions. All constructive comments would be noted on the same survey questionnaire without taking guests personal data. All responses would be read and calculated. The rating levels would be in percentage and all the written feedback would be recorded in an excel sheet (Please refer appendix 1). Repetitive comments would be used as a guideline for improvement of the concept. All notes would be collected and compiled with the survey feedback sheets and same would be kept in food and beverage manager office. By the end of the project all collected information would be discarded.
4.0 Personal Outcomes
This project will increase the communication level between guests as there would be lots of interactions where guests could share their personal options. It would help in learning new ways of improving the service quality and also for the financial analysis of opening an outlet. It would increase our learning style as a SWOT analysis need to be done to identify the internal and external strengths and weaknesses which would help in improving the concept.

2.0 The project Report

2.1 Introduction

Rhum is one of the famous products in Mauritius where many resorts have their own way of presenting it. Tamassa resort consist of two hundred and fourteen rooms with three food and beverage outlets. The idea of rum truck was to present our local product in a unique way. This project was based on how we will implement it as a permanent feature to enhance guest satisfaction and generate revenue. It will also distribute the work load of the daily food and beverage operation as at Tamassa there are only two bars operating for two hundred and fourteen rooms

Based on the data collected, the project would be presented to the general manager of the resort for the approval. By the end of the project my aim would be to enhance my leadership skills by implementing a new food and beverage outlet by preparing the costing, setting sales strategies, budgeting, establishing and ensuring the requirements of a new bar.


2.2 The Literature Review

Mauritius is one among the best vacation destinations in the Indian Ocean but in 1990’s we have faced difficult times because of changing customer demands and increasing competition from other tourist destination like Maldives, Seychelles and Caribbean islands. Customer perceptions are defined as what the customer perceives about the services after having actually consumed the service (Kotler, 1997). The service providers may think that they are doing a great job but this may be perceived wrongly by the customer.
In my twelve years of service, I have noticed that even if the service level remained the same we are facing difficulties, many hotels started to develop their strength by providing unique experiences and coming up with new ideas to make each moment matter for a customer.
Innovation 
Nowadays if we do not innovate in businesses, it becomes very difficult to attract customers. We need to do things that are different from others which make it a reason for customers to visit often. Based on that, we have introduced the rum truck at Tamassa Resort. In Mauritius we already produce our own rum so we presented it in a different style. To maintain an innovated concept, the quality of product and service needs to be consistent. As cited by Palmer (2005), Juran defined quality as “fitness for use”; a definition based on satisfying the needs of customers (p. 153). Palmer (2005) states: quality is referred to as “conforming to requirements”; not as “goodness or elegance” (p. 153). This means that organisations have to set up standards, specifications and requirements. Once these are set, the quality objective would only be met if the various functions of the organisation comply with the standards, specifications or requirements.
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Customer expectations before implementation
At the moment we are operating the rum truck three times a week where “creole coffee” is being made and rhum tasting are being done for guests. Creole coffee is based with rhum and hot coffee which is very good for digestive drinks. We received some positive feedback and based on that we now want to upgrade the truck and convert it into a rhum bar. There was not any budget allocated for a new project so the truck was a perfect feature that could be operated with low cost. To implement a new concept we need to know the guests expectations and demands. According to Berry and Parasuraman (1991), “Customers assess service quality by comparing what they expect with what they perceive they are getting” (p. 63). Customers are the ones who will decide if the concept that you will implement will be successful or not. Therefore, customer expectations need to be above their satisfaction as they have the spending power.
The Objectives
 “Whilst on holidays, tourists tend to acquire memorable tangible reminders of their special time, in the form of souvenirs and artifacts, which does not only function as reminders of the destination visited.” Ivan Lai & Hitchcock (2015). The truck will generate revenue by selling rhum bottles to guests so that they can bring it as souvenir to their countries. This will also increase the guest’s satisfaction level and they can recommend the holiday to their friends and families. To make all these possible we would schedule a survey which will helped in finding the area of improvement.

2.3 The Research Methodology

1.0 Methods 

To receive feedback, both quantitative and qualitative research was planned to improve the rum truck so that it can become a permanent feature. It is currently operating only three days per week. A questionnaire was prepared which included relevant questions about the rum, display, quality and the product knowledge of the bartender. It was divided into two sections where guests had the choice of three levels of expectations and at the end, they had to write their comments and suggestions. The questionnaire was intended to be very easy to fill and no personal information was required such as names, gender, nationality and age. It would be short and voluntary which means that people who did not want to fill it could skip it. 

2.0 Participants

During the rum tasting, all our resident guests were targeted. At the hotel we have guests with different nationalities and ages which mean that we would definitely receive mixed comments and reviews. The hotel capacity is about 500 guests with an average of 380 guests per day; so we are targeting a minimum of 50 to 120 per week to get a substantive research result. 

3.0 Surveys and interviews

All questionnaires were placed at the rum truck, where guests could fill and drop them in a box which is situated at our bar, same were collected at the end of the service. Challenges that were anticipated included many guests do not like to fill questionnaire during their holidays and the number of in-house guests varies everyday which may have delayed the collection of the expected amount of our surveys.

If we did not receive quantitative research results within the expected deadline then further interviews were planned to achieve the required amount of feedback needed for the project. The interview would take less than five minutes and same questions would be asked which are on the survey questionnaires.

4.0 Data Collection

A pilot study was conducted to find out guest satisfaction and clarity for the improvement of the project. All the information was recorded on an excel sheet (See in appendix 1) and the repetitive comments placed on priority. An action plan would be done to improve areas where guests have rated below expectations. Strict code of ethics regulations as outlined by the university would be respected and all the survey and interview questionnaires would be discarded after the completion of the project.

2.4 The Findings Reports

61 respondents participated in the survey and interview which consisted of 15 questions. 81% responded to 14 questions and the question where guests were requested to write their comments was completely ignored. 75% of the participants rated the rum truck overall above expectation whereas twenty 5% rated below expectation.

1.0 Survey vs. Interview

The targeted survey and interview was 50 - 120 participants. 41 survey questionnaires were filled by the guests directly and 21 were filled by conducting interviews. It has been noticed that there was a difference in rating when guests were interviewed compared to the one they filled on their own. Those who were interviewed contained more qualitative data. During interviews guest responses were more specific and precise and they also shared more constructive feedback for the improvement of the project.

In the survey questionnaire we asked guests the number of times they have visited a rum bar as this was vital for us to know. Many guests who filled the survey were not familiar to the rum bar concept and if it was the first time they had experienced it at our resort, then we might not get the comparative information we were looking for. Guests who frequently visit a rum bar will definitely share their experience as they will compare - these were the guests that we selected to interview. The result for how frequently a guest visits a rum bar monthly are shown on Chart 1: Guests visited rhum bar.

	3-5 times per month
	1-2 times per month
	Never

	26
	18
	17

	43%
	30%
	28%




							

Chart 1: Guests visited rhum bar.
3.0 Quality of the homemade rum
44 participants (72%) rated the rum above expectation, which shows the rum quality is good and satisfaction level is high. For the 17 guests (28%) who rated ‘met expectation’ shared some constructive feedback.  The main feedback was:
17 out of 44 respondents mentioned we should use international brands as guests have their own preferences in taste. The concept of the rum truck is to promote the local rum and make people discover our product. But in our bar we already have the international brand so whenever we will get this kind of request same can be prepared and delivered the next day.
We received 12 comments which mentioned our rum was too sweet. This could have happened while preparing the rum the sugar amount was not respected as it depends on the fruits we used
3.0 Quality of service
The quality of service connects directly to question number 3 on the survey where guests have been asked to rate the bartender. Refer to the Chart 2: Service quality.











Chart 2: Service quality.

The quality of service shows that the guest’s satisfaction level is good. The quantitative result was excellent as most of the guests rated the service above expectation. While conducting the interviews, guests commented on the areas of improvements.  There was a 100% score in the welcoming whereas for the knowledgeable and efficiency we got three common remarks.
· Bartender uniform must be different from others.  - As per the hotel procedure all uniforms must be the same depending on the position you hold. The truck is an authentic experience and it looked different from other rum bar. A different uniform is an excellent suggestion as it will fit in the concept of local Mauritian bar.

· Mauritian history knowledge. - The truck opened three days per week, so we did not invest in going deeper into Mauritian history. It was just an add on for guests experience but if we decide to implement it as a permanent feature then we need to educate our bartenders about Mauritius history as many first time traveler will  inquire about the rum production and sugar cane. For this we will need to contact the suppliers and conduct a training.

· One bartender is not enough.  - As mentioned above, the rum truck was not a budgeted outlet. It was an innovative idea, which was developed, and we were not sure it will be successful as well. Now we are using the actual budgeted manning of the bar by allocating one bartender on the specific days. We received this comment because if more than six or seven persons come to the truck the bartender gets difficulties in explaining the rum flavours. If the project is approved, we will definitely allocate a budget and increase the manning.

· Hot snack should be available during tasting. We do have snacks such as peanuts and olives. Guests are expecting hot canapes like flitters, toasted sandwich which is a good suggestion. We will have to work on a costing along with chef before implementing it as same was not budgeted. 


4.0 Value for money

Among the 15 questions, this was the one where the participants shared mixed reviews even though the rating percentage was close to each other. All the 21 guests whom we interviewed rated us below expectation. The result for the question whether product provides good value for the price you paid are shown in the Chart 3: Value for money.



	Below Expectation
	Met Expectation
	Exceeded Expectation

	26
	8
	27

	43%
	13%
	44%




Chart 3: Value for money.
It was a bit confusing as most of the rating on the product quality was good but even then we score 43% below expectation compared to 41% above expectation. 13% rated met expectation. During the interview the common views were as follows:
· Rum bottles should be free of charge as it is a local product.  - At the resort most of our guests are on all-inclusive package which includes breakfast, lunch, dinner and selected local beverages. The truck concept has just been implemented and in our menus all drinks are clearly mentioned to be served by glass as it’s included in their package. At the truck we do serve guests in shot glass but we are not allowed to give them bottles unless they pay for it. Also the project is to make the rum truck a revenue generating outlet so providing free drinks will defeat this purpose.
· The bottles are overpriced compared to Caribbean rums. - In Mauritius there is 15% government tax added on all alcoholic beverages and we need to add our profit margin in all our products in order to make our revenues and achieve our budget. This suggestion might be taken into consideration after the approval of the project to generate income. Prices need to be worked out with the financial controller.

5.0 Cleanliness

The question on cleanliness was added on the survey to ensure that our hygiene standards were being respected and the result was very good. We had 87% that rated cleanliness as exceeded expectation. We received only one common feedback which was sometimes it was dusty because of the crushed corals surrounding the truck area. 

6.0 Upgrading the rum flavours

The rum truck has a selection of 7 flavoured rums which we requested guests to write their feedback on and choose their favorite one. All the 61 participants responded to both questions. After the analysis the passion fruit and vanilla rum was the best-selling item compared to the spices and coffee. On their suggestion we received 24 persons requesting for mango and 21 for coconut flavoured. We got one repetitive comment on these two flavours:
· Mauritius is a tropical island, we need to use the tropical fruits.  - It is a valid point as same was not taken into consideration while preparing the list. Mango is a seasonal fruit so we might add it as a seasonal rum but not on the menu. But for the coconut same could be done as it will replace the slow moving items.
7.0 Rum truck presentation
The truck itself looks very beautiful, it is known as burger truck during the day and 4 times per week it is closed in the evening. Most of the reviewers were in favour of the truck, only 13 participants rated ‘met expectation’ and those guests were interviewed. Their comments were as follows:
· To add high tables and chairs for guests to sit. - The concept was for guests to come and do a degustation of rum but if same will be implemented as a permanent feature then we will need to add tables and chairs as it will be used as a lounge. Also a project has been approved to add day beds in front of the truck so same can be used for guests in the evening.
· Live Mauritian music. The truck is in our main area where we already have our band on the stage. Every night we have a live band so this will not be appropriate to play two different types of music in one location.
· To change the location where it is more relaxed. The idea is to use the truck as we wanted it to be a unique concept and also it had to be in the main area because if it is confirmed to generate income the guests capture rate needs to be high.
8.0 Rum truck awareness
90% of guests mentioned they will return and recommend the rum truck to their friends and family. It is already an excellent result that guests are satisfied and we are able to enhance their experience. 
One of the question which had a high importance was about the awareness of the rum truck. The result was quite astonishing as it was not our expectation. To make the project successful guests needed to be aware so that they can participate and most important it needs to generate income. The Chart 4: Rhum truck awareness shows the result from the 61 participants.







Chart 4: Rhum truck awareness

Team members were supposed to create awareness of the rum truck during interactions with guests as well as through guest information board. As per the chart same can be noticed that the information board was not useful but the team members were indeed informing guests. 
There were 24 participant who passed by and stopped at the truck without anyone informing them. This is quite alarming as we need to emphasize on how we will communicate to guests if we want the project to stand. A session of brainstorming needs to be scheduled to find out solutions and the way we want to advertise the truck. Till now nothing is official on our website. 10 participants mentioned they were aware by social media. 4 of them were interviewed and they said their friends recommended them via Facebook. We can take this as an example and start advertising our rum truck on different social media platform to create the awareness.

9.0 Overall experience
To end the findings, guests rated their overall experience. 80% rated above expectation and 20% rated met expectation which shows that the survey was in favour of the rum truck.





2.5 Conclusion 
There will be some difficulties in implementing the rum truck as a permanent feature in the beginning as there are costs involved to operate it as a new food and beverage outlet. After having carried out the qualitative and quantitative research on findings, we have noticed that the positive results were high. Although the rum truck was advertised internally, it went out on social media by guests itself. Guests have started to recommend it to their friends and family by sharing their experience, which was our aim. Some constructive feedback needs to be considered such as the value for money and creating awareness of the truck. To review the final price of the rum bottles a benchmarking needs to be conducted so that our price remains competitive.
 
2.6 Recommendation
On the survey many guests commented about innovative and unique concept as well. Finally based on the data collected, the project made the targeted audience feel nice about the product and service delivered. Overall we can recommend to implement the rum truck as a permanent feature.	
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  Appendix 1
	Survey Sample Size: 61 respondents

	Questions
	1
	2
	3

	
	Below Expectation
	Met Expectation
	Exceeded Expectation

	Q1. Please rate the quality of our homemade rum?
	 
	17
	44

	
	0%
	28%
	72%

	Q2. Please rate the quality of service you received?
	 
	15
	46

	
	0%
	25%
	75%

	Q4. Please rate the quality of the presentation?
	 
	13
	48

	
	0%
	21%
	79%

	Q5. Was the product good value for the price you paid?
	26
	8
	27

	
	43%
	13%
	44%

	Q6. How neat and clean was the rum truck?
	 
	8
	53

	
	0%
	13%
	87%

	Q7. Please rate your overall experience?
	 
	12
	49

	
	0%
	20%
	80%

	 
	 
	 
	 

	Q8. How frequently you visit a rum bar?
	3-5 times per month
	1-2 times per month
	Never

	
	26
	18
	17

	
	43%
	30%
	28%

	 
	 
	 
	 

	Q3. Was your bartender….?
	yes
	No

	Helpful and welcoming
	61
	 

	
	100%
	0%

	Knowledgeable
	45
	16

	
	74%
	26%

	Prompt and efficient
	51
	10

	
	84%
	16%

	Q9. Will you come back again to the rum truck? 
	53
	8

	
	87%
	13%

	Q10. Would you recommend the rum truck to friend?
	58
	3

	
	95%
	5%






	Survey Sample Size: 30 respondents

	Questions
	Common Answers
	1
	2

	
	
	Answered
	Not Answered

	Q11.  Recommend to a friend. Why or why not?
	Taste very good (19), Nice location (7)
	42
	19

	
	Innovative concept (9), welcoming (7)
	69%
	31%

	Q12. How were you aware about the rum truck?
	By staffs (20), Info board(7)
	61
	 

	
	Passing by (24), Social media (10)
	100%
	0%

	Q13. Which rum did you taste?
	All rum (18), spices, Pineapple (3), Passion fruit(15)
	61
	 

	
	Coffee, Vanilla (15), lychee (9)
	100%
	0%

	Q14. Which flavours you suggest we add in our selection?
	Chilli, Banana, lemongrass
	To add
	Not to add

	
	Mango (24), strawberry (11)
	43
	18

	
	Coconut (21), cherries (2)
	70%
	30%

	Q15. Please share any feedback or suggestion?
	Innovative concept (4), welcoming
	Answered
	Not Answered

	
	To add more flavours, Rum lesson
	11
	50

	
	To add tables and chairs with snacks (4)
	18%
	82%













	RHUM TRUCK
Share your reviews………….
At Tamassa we are committed to provide a memorable experience to all our guests. We have just created a new concept by converting the burger truck which is opened during the day to the rum truck in the evening. All our rums are homemade and prepared by our talented bartender. Please fill out this questionnaire and place it in the box in our Bbar. This is a voluntary survey so you are welcome to share your feedbacks.
Please rate the quality of our homemade rums.
 1	 2	 3	
	Below Expectation                                                            
	   Exceeded Expectation


Please rate the quality of the service you received.
 1	 2	 3	
	Below Expectation
	Exceeded Expectation


Was your bartender…?
Helpful and welcoming?	 Yes |  No
Knowledgeable?	 Yes |  No
Prompt and efficient?	 Yes |  No
Please rate the quality of the presentation.
 1	 2	 3	
	Below Expectation
	Exceeded Expectation


Was the product good value for the price you paid?
 1	 2	 3	
	Not Really
	Well Worth It


How neat and clean was the rum truck?
 1	 2	 3	
	Below Expectation
	Exceeded Expectation


Please rate your overall experience.
 1	 2	 3	
	Below Expectation
	Exceeded Expectation


How frequently do you visit a rum bar?
 3-5 times per month	 1-2 times per month
 Once every 2 months	 Never
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	Continued
	

	Will you come back again to the rum truck?
 Yes |  No
	

	Would you recommend the rum truck to a friend?
	

	 Yes |  No
	

	Why, or why not?
	

	
	

	
	

	How you were aware about the rum truck?
	

	
	

	
	

	Which rum did you taste?
	

	
	

	
	

	What flavours you suggest we add to our selection?
	

	
	

	
	

	Please share any additional feedbacks or suggestions.
	

	
	

	
	




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:
	Anesh Dhunnoo

	Tick all boxes which apply:

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


	Faculty/School/Centre:
	WIWBL

	Campus:
	Carmarthen

	E-mail address:
	anesh.dhunnoo@tamassaresort.com

	Contact Telephone Number:
	+230 52577355

	For students:

	Student Number:
	1715879
	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 Business conduct 
	☒
	
	☐

	
	☐




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:
	The implementation  of the Rum Truck as a permanent feauture at Tamassa

	Proposed start date:
	
	Proposed end date:
	22 -4-19

	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
As the Food and Beverage Manager of Tamassa Bel Ombre, Mauritius, I have the responsibility to be in line with the latest innovative trends, and to come up with brilliant new ideas to enhance guest experiences at the resort, to create opportunities to increase our food and beverage revenue with a view to meet or exceed our departmental budget. Since Mauritius is already well known for its rum, we have recently opened a new pop-up bar named as “Rum Truck”. This has encouraged our team members to be more creative, productive and improve their selling skills as it is a new concept which is in great demand at the hotel.   

Aims
The aims of the research will therefore be:
· Obtain guest responses and determine ways to increase the guest satisfaction index by improving the new food and beverage outlet.
· To review the financial analysis both at pre and post opening stages of the Rum Truck to determine if it is increasing revenue
· To fine-tune the production of our homemade rum by being more authentic and to implement a better organisation of the Rum Truck concept.




Personal Learning Outcomes
· Learning new sales strategies to market the Rum Truck concept
· Establishing and ensuring the requirements needed for a new outlet
· Preparing the financial analysis of costing against the revenue of the new project
· Being continuously updated with the latest trends related to Food and Beverage in hospitality specially related to this type of service feature

Previous Research
This project is the first at Tamassa, however will surely go deeply into what other properties in the LUX Collective group are doing.

References
Birkinshaw,J.,& Batenburg,V.B.(2002), Venturing to Suceed,Vol13

Meehan,S., & Dawson,C. (2002), Business Strategy Review, Vol 13


	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
Both quantitative and qualitative research is planned to better understand guest responses to the Rum Truck and to look at ways of improving the concept.  We will need to do surveys and interviews to ensure the proper flow of the planning, organisation, implementation and improving the concept and outcome as well.  

Participants
All participants will be resident guests at the hotel. No contact details and guest information will be required.

Methods
1. Survey: The purpose of the survey is to explore what will enhance the guest experience or satisfaction. All participants will get a guest questionnaire to enable them to take part in the survey which can be accessed at the Rum Truck and bar.  All responses will be submitted anonymously, and results can be easily analysed. The questionnaire will include questions on quality of the product, value for money, interaction with the sale person, knowledge of the product and improvement that can be done. The questionnaire will be relatively short, taking approximately 5 min to complete. Questionnaire will be simple and specific with three levels of expectation ratings (Below, Meet and Exceed).  Guests will have to write their comments for improvement only at the end on the survey sheet. 
2. Interviews: The interviews will be short conversation with our guests for approximately 5 to 10 minutes while guests will do their tasting at the Rum Truck. The purpose is to obtain details on the quality, guest’s opinions on the new concept and improvement that needs to be done. All feedback will be recorded by means of interviewer’s notes. Guests will be selected randomly at the Rum Truck for the feedback and they will be aware for the objectives of the interview. There will be no audio recording, guest’s names, gender or nationality. All questions will be short and specific so that they don’t get disengaged. At the moment we are having a capture rate of 50 to 120 guests per week depending on the hotel occupancy and we will target all of them. 

Analysis
Survey: All responses will be read and calculated. The rating levels will be as a percentage and all the written feedback will be recorded in an excel sheet. Repetitive comments will be used as a guideline for improvement of the concept.
Interview: All notes will be collected and compiled with the survey feedback sheets.

Because this research does not involve hotel team members, it is not anticipated that there would be any ‘insider researcher’ issues




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

	This will be based within the hotel at the Rum Truck and bar at Tamassa. All participants will be the in-house guests.

	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.

	Research will be carried out in Mauritius only



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? 

	Participants will be our in-house guests who will be present during the rum tasting. The capture rate will depend on the amount of guests available during tasting which will happen thrice a week, ideally obtaining a capture of 50 to 120 guests per week.
 



	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 

	
Its voluntary participation. 





	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

	There will be no risk for the participants 

	

	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

	None of the above will be included in the feedback sheet or questioned during the interview.


	

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

	No risks are anticipated.


	

	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.

	· Capture Rate: Depending on guest’s availability and if they will agree to fill the feedback sheets.  We should target at collecting 50 to 120 feedback sheets in order to carry out the survey correctly.
· No volunteers for interview: As we are a hotel business, many guests do not like to be disturbed in their privacy, which will be a challenge to get maximum feedback.
· In both cases there will be a rum truck flyer place in all occupied rooms encouraging guests to come and experience the new concept of the rum truck and to share their feedback with the team.
 





	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 made aware of the purpose of the project.


	

	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.

	The objectives of the process will be explained to all guests before filling the sheets and it will be the guests who will decide if they want to proceed or not.

Interviews will be done by managers to ensure guests are approached correctly and the process will be well explained to them before starting the interview.


	

	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. 

	Survey: Feedback sheets will be used with specific and relevant questions.
Interviews: interviewees will be randomly selected and will be asked for their permission before proceeding.

In both survey and interview no personal data will be collected.



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 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:

	
There is no storage of the personal data of any individuals.  After the survey, all data collected will be destroyed and same will be communicated to all participants




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

	The researcher



	

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

	The researcher



	

	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 received from guests will be anonymous and no risk at all. There will be no need for guest’s personal data such as names, gender, contact numbers or nationality.




	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:
	Anesh Dhunnoo
	Date:
	



For students:
	Director of Studies/Supervisor:
	Tessa

	Signature:
	


	Date:
	11-12-2018



For staff:
	Head of School/Assistant Dean`:
	Annette Fillery-Travis

	Signature:
	Annette Fillery-Travis


	Date:
	April 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 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 Programme 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 (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 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.
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