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 Project Proposal
The hotel industry has been one of the most competitive industries over the past twenty years. An excellent guest service is vitally important in all hotels. Guest service is one of the key factors to success in any business around the world. Particularly important in the hotel industry, where a guest is looking for the best service that can be provided to him. Whenever guests are coming to your hotel they want to create memories and expect that team members go the extra mile to make their holiday memorable.
At LUX* Le Morne our current situation needs improvements in bar service. Presently, we have many youngsters who have joined our company who do not have the proper understanding of bar service. More and more complaints have been raised regarding the bar service. We believe that without training we will not be able to achieve our guest satisfaction level. These problems can be avoided and solved by learning guest needs and using knowledge to increase satisfaction. The areas below are part of my research which has already been covered:
1.  To understand the guest service satisfaction, we implemented one to one hosting to know the guest expectation and thus to avoid complaints.
2. To require for a pleasant bar environment, where the team members already knew the guest demands and preference on drinks.

3.  To create guest experiences which will has not been found in any other hotels.
4. Better understanding the new trends around the world. (bar gin with new flavours)
5. Networking from different outlets managers that are facing same issues and their ways of doing


This project helped to better cater for the needs of LUX* LE MORNE by doing qualitative and quantitative research. A questionnaire was provided to guests and an interview was also conducted if ever guest would have agreed on a voluntary basis. Information gathered has helped to go deeper in the needs about the new trend in bar service. Interviewed was also carried out with team members. Emailed address has not been used because team members did not agree to be emailed and not
 were willing to provide their email address. Then, a survey would have held via survey monkey and to know their expectations and to identify areas where we should need to make improvements. 
The purpose of the research was explained to participants in the exploratory email if ever they were willing to provide, and it would have also been indicated clearly that participation was voluntary, with implying consent.
Participation in the interviews were required be on a voluntary basis, and was informed consent were obtained via email from participants before interviews taking place. The survey was held for one month only. The personal learning outcomes of the researcher include:  knowledge on how to innovate to cater for our guest population in the light of bar trends and cultural expectations at Lux* Le Morne hotel and also by networking from different hotels and bar managers. It is intended to give training in order to improve the bar service, especially with regard to the new trends and to avoid guest complains on bar.

Introduction
Today, hospitality has emerged as a key research field among many researchers and academic as this industry has become profit making for both developing and developed nation state, in terms of employment. The service sector has seen extraordinary growth in the recent years. The service industry being an explosive industry, the researcher focuses on understanding and exceeding guest expectations. Being the researcher at LUX LE MORNE HOTEL, myself, barmen and bar waiters are focusing on providing the best service delivery to guests. Nowadays with the period of innovation, guests are more demanding and more well educated in terms of service at hotel bar. For the past three years one of the challenges at LUX Le Morne has been how to improve bar guest service as there more and more complains has been raised coming from guest. Try to know how these complain can be reduce the researcher have conducted a survey in regards with guests and team members to explored improvements that may be needed to reduced complains.

Literature review
The literature review gives a summary of what it is meant by service quality and understanding guest needs on a beverage outlet in a resort.
Recent years have witnessed several studies in the field of food and beverage management which have been undertaken by researchers. Kawon Kim (2000-2015), Chand and Slath (2018) have studied about guest service and found out the impact on food and beverages and guest service. The research confirmed that guest satisfaction is seriously affected by service staff. 
Research on guest satisfaction, service quality, and guest loyalty has remain strong in hospitality and general literature. The researcher provides combine elements from review of research on guest satisfaction, service quality and guest loyalty for the period 2000 to 2018. Similarly, some studies revealed that low price, quality of food and drinks, location of the service, and value for money is some of the attributes that lead to guest expectation and service quality. A review of the emerging literature suggests that guest satisfaction and service quality are both separate, as it appears among marketing researchers. 
Mohinder and Abhishek (2013) revealed the set of bar practices that are followed in Indian Hospitality Industry. They found that when the guest is served on the bar counter, it leads to higher guest satisfaction. Flaring attracts the guest and eventually results into repeat orders. Use of chilled glasses for cocktails is appealing to guests. Mechanical pourers help in fast pouring and reduce the risk of spillage. Beverage served in a sequence and to the correct guest makes the guests more satisfied. Thus, such implementation at the bar, may reduce the number of complaints in service.
 Many new trends have been implemented universally for example (gins bars, new smokey drinks) which are still unknown to some people, in the local context. CORINNE MOSSATI( 2018) did write about the pink gin bar which is making a buzz nowadays. The researcher found reviews for instance, in Philippines an article shows that the new pink bar is a reality. This generation’s the Bar was finally discovering in The Pink Gin Party on September 12 after much preparation. It was sure that it made an article at The Island, Boniface Global City’s first tropical-hot party place. The available literature on beverage services practices reveals that some studies have been carried out by researchers in the field of food and beverage service practices, but much less work has been done in relation to beverage service practices and its impact on guest satisfaction. 

Research methodology

Qualitative and quantitative research methods were used to conduct this study. A research strategy was conducted aiming at answering our objectives which have been set. Guests were given a questionnaire which was used to collect primary data. The title was clearly mentioned at the top of the questionnaire. The research strategy implemented was to collect all primary data from guest on improvement of bar service. Team members were interviewed for any additional ideas on how we can make guest bar service experience more delightful and as well as to meet up to guests’ expectations.
Team members interview
The purpose of this interview was to find out whether team members are up to date with the trends expected by guests.
Interviews were held with team members as well to know how are they dealing with the new aspect of improvement on bar and guest requirements. Interviews were conducted with 40 team members to know how they are meeting the service standards for our guests.
They were asked during the interview if ever they had the opportunity to help the resort in making improvement, what it would be and how the resort could help to better understand your need to make improvement 
Information collected was treated with full confidentiality and if ever published, will not be classifiable as theirs.    
Guest survey
At the very onset, the purpose of this interview was communicated to guests, i.e., it was highlighted that the goal of the survey was to get more qualitative information from them and to know how the team members are adapting themselves with the customer service and new trend being introduced at the resort.
The guest survey helped us to make improvement by knowing our guests’ likes and dislikes about the service. We were also able to understand the new trends with respect to bar service. In so doing, guest preferences on drinks will be handled easily and consequently we will be able to seek for improvement.
Additionally, the survey allowed us to get closer to the guests and understand what attributes are the most important to them. Guests were being asked whether the team are helping them enjoy their holidays while they were doing the questionnaire survey. 
Seventy guests answered the paper-based questionnaire on how the resort can improve bar guest service. The questionnaire included the various attributes of bar improvement as discussed in the literature section. Respondents were asked to give their level of agreement that mostly and closely relates to their experience. The questionnaire was divided into 9 open-ended questions and guests were asked to provide their answers.
All surveys will remain private and present no risk of physical harm, emotional distress and does not include observation without guests’ knowledge.


Findings
The findings below are a result of both the guest survey and the team members’ interview. 

Team member Interviews
Interviews were held with team members to understand their views on how to improve bar service and needs of guest. More than 50% answered we are in need of more trained staff and new equipment for improvement. It requires personal awareness of service quality and team members should consider bar service as a dynamic process.
Guest Survey
The most challenging part of the survey was question 3 where many guests gave their opinions on their own feelings which served as qualitative data for my study. On the other hand, the rest of my findings were very positive, as opposed to my apprehension of it being negative, given previous guest comments.
The first question was to found if the bar service was meeting expectation and most of the guests responded confidently. 93% did answered that the bar is up to their needs and expectations while 7% of guests mentioned that it was not up to their fulfillment level. In terms of answers, we had many more respondents who were married couples and who have travelled a lot for holidays, looking for better service rather than honeymoon couples travelling for the first time. 

Question 2. To examine my second question and position of research variables, I did conduct a question based on a scale 1-5 how to rate our bar service. 14% of guest from 70 respondents answered negatively rating the bar service only 1-3 on the scale. Our research findings have several implications for barmen and waiters. First of all, waiters should be more focused on service quality because they are the first to have high influence on service. Barman need to remember that in order to be successful, they need to maintain good attitude no matter how bad their day was, as sometimes this can affect your service. 86% of the guests responded on a positive note by saying they always feel welcome on the bar and all team members have a smile and greet them properly. At the bar, the barman always welcome guests. Even when a guest is irritated and has a problem with something at the hotel, barmen are the best employee to solve problems after some couple drinks which is not always the case as many employees may tend to avoid conflict rather than acknowledge or confront it.
Question 3 shows that the relationship between questions and feelings of guest from it can be identified what should be done to better cater their needs. However, many guests did answer from their own point of view. The overall answers were not that positive as many guests said that there is a need for more team members. More than 33% of guests found that the service was slow and had to wait too long to be served, especially for beach service and food service at the two pool bars. 17% of guests mentioned that the resort needs to provide training to staff as many new team members cannot cater for their needs or satisfaction. 21% said we need more entertainment during aperitif time. The remaining 30% believed that the bar of Lux* Le Morne provides the best service so far.
Question 4 is labelled as whether the bar staff has been able to meet guests’ expectations and experience. So far, 64% of guests said that they had nothing to add as the team members of the bar have been very helpful and were even asking for precise needs. The service was prompt and quick. The team members did make them feel special, even when busy. The staff were able to give rapid service to meet their expectations. Many guests did say that even if the bar menu was well presented, orders were well taken and repeated. Guests were also briefed about the cocktail of the day. The quality of service delivery was followed up to know if the guest is being well served and taken care of. Additionally, it has been found out that 18% of guests do not give any information about service and 18% confirmed that the bar staff have not met their expectations. When the resort is full of guests, it becomes difficult and challenging to keep every guest happy with the service. Sometimes guests might experience a delay in drink preparation and delivery. Also, during peak times, guest did not feel welcome and mentioned that the cocktail was not well briefed to them, in terms of the quantity of spirits. Taking all these into justifications in my findings, it was found that 18% of guests were not satisfied. Training will need to be provided to team members to ensure guest satisfaction as nowadays we have many young team members who joined the resort.
Question 5 was labelled as satisfaction: “Would you ever come back to have a drinks if you ever visit our hotel next year?”. Overall 93% of guests are satisfied with the bar drinks served to them. Even some did say they will recommend this bar to other friends coming on holiday and will say positive comment to them as the bar team members are very friendly. The results specify that the beverages service practices have a positive impact on guest satisfaction. On the other hand, 7% of them said they would not visit again. Some guests did say that they have waited long to have their drinks and food for lunch time. As a luxury hotel, the service delivery has to be faster. Appropriate training is needed here to make improvement. We can conclude here that official trainings are important and necessary in luxury hotels. Logically this level of service should not happen in luxury hotel where guest feel to not to come to have a drink on bar.
Question 6 was labelled as additional ways to improve bar service. This study also provides path for the forthcoming as there is always way for improvement. 79% of guests answered that the bar resort does not have to make improvements as “you are already the best in what you are doing.” Many guests said that that the bar service has been the best so far. Some guests said we do have best bar list and wine list listed in terms of aperitif cocktails, digestive cocktail and the selection of wine that are being produced for resort only. One of the interesting aspect of this question is that lots of guest talked about their own experience. They revealed what happened to them during their stay. 21% of guests did say that there is a need for more varieties of music in the resorts; some did say that they had AC problems in rooms and the others did mention that restaurants should serve late light lunch. However, this does not relate to my study which focuses on improvement of bar service.
Question 7. labelled as guests having to wait long to be served. In order to consider whether the drinks service had an impact on service, I personally asked guests about answers written in survey as out seventy guests, 21% of guests said they waited too long to served. Guest are equal parts of communication, when a guest visits the bar you must make them feel welcome. when you treat them with care and respect while serving them I do feel that not a single guest will find that they have waited to long for their drinks. Guest service has a huge influence on bar revenue, regarding every satisfy guest will come to the bar three to four times a day to have drinks which was being said after inspecting with guest. Basically, 79% was very satisfied with the timing of service and approachability of team members while waiting for drinks service where they found team members were here to ask about their day or are you well served in the resorts so they never noticed that they waited long.
Question 8. Labelled as what could you change about service and where we can make improvement, out of seventy guests who answered the survey, twenty-four guests mentioned that we need to have more team members. Many guests found there was a lack of staff in the resort as they had to wait too long to be assisted in any issues they got in terms of beach service, in room service and food and beverages. 46% did not answer the question as they did not know what to say about changes in service. 39% answered there is nothing to be changed as the resort service is best they could find so far. Staff being interviewed were asked this same question as sometimes it is good to have team members’ ideas. Many team members answered we need to have more well trained teams so that guests do not suffer from service delay and many newer ways of serving guest on bar for lunch time as we do serve food as well. (For example, need to have a cook near to the bar where they will not have to run to kitchen as it a bit far)
Question 9. Labelled as how well are our team members meeting you in terms of bar service needs. After performing the breakdown, 62 respondents answered on a very positive note. 44% of guests were justly satisfied with the team members meeting their bar service needs and 56% did mention an excellent note. Exceeding guest expectations should not be a difficult task to master. It is something that all of us do on a regular basis. The key is to be consistence and strengthen it whenever possible. A guest service needs is made by team members serving them across every sequence the hotel. Incomparable service comes from treating guest in the way they liked to be treated. Some says it takes behavior, some says it can be knowledgeable. Whatever the faith, serving others comes from an admiration for the individual and it is the ground work for any hotel that assumes guest to stay and enjoy. Your guests merit a warm welcome, attention team members, and unique service that makes their stay an enjoyable stay the way it should happened. And while hotel members’ contact with guests should make it an irreproachable or imperfect experience, respect for the guest will bring your team members to levels of exceptional service. This is how my team is being trained from my learning and my personal skills that takes my finding on 100% positive note.

Conclusion/ Recommendations 
This study studies various beverage service practices and the relationship between the element of beverage services and the impact on global guest satisfaction.  The findings did bring up several areas of improvement; for example, it was found that team members service has statistically an effect on guest satisfaction. The results of the survey will help the management of Lux* Le Morne and our team members identify areas where we can seek for improvement and upgrade our service quality. 
Recommendations for improvement are:
· To provide further training to staff
· To send team members to training sessions on recent trends
· To look for employees with the appropriate skills (people with knowledge of bar service and latest trends). 

We need to train employees on their approach to customers, i.e., to be more friendly and welcoming with a smile on their face. We should more frequently arrange in-house training sessions to ensure employees stay in touch with the required best practices.
Yet another recommendation would be to include additional drinks on the bar menu and review the drinks offered yearly so as to ensure we match the current/ ever-changing demands of our guests. 
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Q1.was the bar service up to your needs and expectations 5 65 5 65 70

0% 7% 0% 0% 93% 7% 93%

Q2. How would you rate of bar service on a scale 1-5 4 10 21 35 14 56 70

0% 6% 14% 30% 50% 20% 80%

Q3. What could our hotel do to improve how we cater for your needs 15 9 8 14 24 22 46

33% 21% 17% 30% 46% 45%

Q4.is there any recent example where we have not met your 

expectations? Please tell us about this experience

10 10 36 20 36 56

0% 18% 18% 0% 64% 36% 64%

Q5. would you have your drink on bar again if ever you come to hotel 

next year

5 65 5 65 70

7% 0% 0% 0% 93% 7% 93%

is there any additional way where we could improve in our bar service? 

About your favourite, you ever had on a bar

5 10 55 15 55 70

0% 7% 14% 0% 79% 21% 79%

how you waited long for your drinks service 10 60 10 60 70

0% 14% 0% 0% 86% 14% 86%

not ans nothing more staff

25 21 8 46 8 54

46% 39% 15% 85% 15%

27 35 0 62 62

0% 0% 0% 44% 56% 0% 100%

Survey Sample Size: 70 respondents

ANALYSIS

Q8.what Is you change about service and what it will be

Q9. how well are our team members meeting your bar service needs.
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