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Introduction

To attract and maintain consumers, the hotel business is extremely competitive and requires high levels of service delivery. The Parkgate Hotel is one of the industry's leading hotels, and it is critical to audit its hospitality and guest service standards to verify that they satisfy both guest expectations and industry standards. 

The audit will concentrate on service delivery, hospitality, industry trends, developments, operations, and regulations. The audit findings will allow The Parkgate Hotel's management to make educated decisions and suggestions to improve the hotel's sustainability.

The Parkgate Hotel is one of the industry's premier hotels, having a reputation for offering excellent hospitality and customer service. Along with the Parkgate Hotel the Vale Resort both have different ideologies. 

However, with ever-changing industry trends and modifications to legislation, it is critical to undertake a thorough audit of the hotel's standards to verify that they match both customers' expectations and industry standards.

The audit will look at many different parts of the hotel's operations, such as service delivery, hospitality services, industry trends, developments, operations, and regulations. The audit findings will reveal areas of strength and weaknesses as well as chances for growth. This information may be used by hotel management to make educated decisions and suggestions to improve the hotel's sustainability.

Hospitably Provision 

Within the hospitality department at the Parkgate Hotel provides a comprehensive range of services and facilities to its visitors. Room service, concierge service, a fitness facility, a restaurant, and a bar are all available. In addition, the hotel featured a specialised events staff that planned conventions, weddings, and other events.  

The hotel's hospitality services are of excellent quality, and the hotel provided a variety of alternatives to fulfil the demands of diverse customers. However, certain areas for development have been noted, including the hotel's ecological practices and the availability of vegan and vegetarian alternatives in the restaurant. “With over 7% of the UK population now identifying as vegan, compared to only 1% in 2016, there is a vast market to cater for.” According to the findings of this study, many people are changing to veganism and vegetarianism. This is an increasing need for the hotel sector that must be met. Both these aspects are provided within the two hotels.






Hospitality Service 

The Parkgate Hotel's hospitality service delivery proved to be extremely professional, polite, and sensitive to the demands of visitors. The hotel's employees offered personalised attention to customers and ensured that their needs were satisfied as soon as possible. 

The hotel's employees had received considerable customer service training, and the hotel had a solid feedback process in place to consistently enhance service delivery.

Both hotels' customer service proved to be of the highest calibre.

Guest Service Standards

The hotel's employees are knowledgeable, accommodating, welcoming, and the hotel's facilities are excellent. The hotel's guest service standards were in line with industry best practises, and it had a solid reputation for offering excellent service. “Excellent customer service will improve the relationship between your guests and your establishment. Also, satisfied guests are more likely to come back and be loyal to your hotel”. This study demonstrates that it is critical for businesses in the hospitality sector to deliver excellent personal customer service to secure repeat business.

The hotel's employees got considerable customer service training, which was reflected in their high degree of professionalism. Front desk employees greeted visitors warmly, and the concierge service was quite attentive and helpful in making recommendations for area sights and restaurants. The housekeeping staff kept the hotel clean, and the restaurant and bar staff were knowledgeable about the food and gave outstanding service to visitors.

Findings

The audit findings indicate that both hotels have high hospitality and guest service standards. The hotel's employees are well-trained and polite. The hotel's rooms are spacious, well-furnished, and equipped with modern conveniences to ensure the comfort of its visitors.

The hotel's restaurant covers a variety of cuisines, and the food is of high quality. The environment of the restaurant is appealing, and the staff is attentive. The hotel's bar is well-stocked, and the bartenders have extensive experience in cocktail creation and service.

The hotel's facilities, such as the fitness centre, swimming pool, and wellness centre, are well-maintained, and staff members make certain that they are clean and hygienic. The hotel is also well positioned, allowing guests to easily access significant tourist attractions and business centres. Although the Vale Resort is close to Cardiff's main centre. The inaccessibility to the city centre, may discourage customers from staying at the Vale Resort.

The audit also revealed several areas for improvement. The hotel's website is difficult to navigate and unfriendly. This may be inconvenient for potential tourists, who may choose to book elsewhere. Check-in and check-out procedures at the hotel may be improved to reduce wait times, particularly during peak seasons or events such as international rugby games.

The hotel's sustainability practises required modification to accord with visitors' growing environmental concerns. To demonstrate its dedication to sustainability, the hotel might adopt initiatives such as minimising plastic consumption, saving water, and employing energy-efficient appliances. 

There is substantial research on sustainability in hospitality, which states how the industry can conserve the cost of energy without disrupting the guest. A source states, “It is imperative to reduce energy consumption, without compromising the overall guest experience to save cost and the environment.” Which suggests there are multiple ways on how hotels reduce their cost and create a sustainable hotel environment.

In terms of hospitality supply, service delivery, and guest service standards, The Parkgate Hotel has a solid basis. These results, however, would assist the hotel in improving its sustainable practises and providing an amazing guest experience that is in line with current industry trends and improvements.

Industry trends and changes

The hospitality sector is continuously changing and must stay current on industry trends and developments. The industry is shifting towards more sustainable and eco-friendly practises. The Parkgate Hotel has followed suit to lessen its environmental effect. To decrease waste and promote sustainability, eco-friendly items such as biodegradable toiletries can be used. Compared to the Vale Resort their carbon footprint is significantly higher.

To improve the visitor experience and service delivery, the hotel sector is now adopting technology. The Parkgate Hotel may enhance its operations by adding self-check-in kiosks, smartphone check-in, and online room booking. Research into Technology used in Hospitality demonstrates that “Technology allows continuous communication and streamlines the guest experience, from reservation to check out.” Which explains the importance of ensuring a smooth customer experience.

Operations and legislation

The Parkgate Hotel as well as the vale Resort must adhere to the applicable regulations governing the hospitality sector. The hotel must follow health and safety requirements, fire safety rules, and employment laws. The hotels should also verify that it follows data protection standards and protects the personal information of its visitors.




Operational and management suggestions to improve the hotel's compliance with applicable rules and regulations:

· The hotel should conduct frequent training programmes for its employees to ensure that they are aware of and follow important rules and regulations, such as labour laws, environmental laws, and health and safety standards.

· To improve compliance with environmental laws and regulations, the hotel should undertake sustainable practises such as minimising energy use, introducing recycling programmes, and supplying biodegradable toiletries.

· The hotel should guarantee that all essential health and safety laws are followed, such as keeping clean and sanitary facilities, providing proper fire safety measures, and executing emergency response plans.

To increase service delivery, profitability, and sustainability, the Parkgate Hotel should constantly assess and improve its operations and compliance with current regulations. Adhering to the operational and management advice mentioned in this report will assist the hotel in meeting these goals.

Therefore, with conducting research “Avoiding lawsuits, compliance issues, and accidents are all vital for the profitability of businesses in the hospitality industry.” This is why customer safety is paramount.

Performance recommendations

Based on the audit findings, the recommendations that follow are made to improve The Parkgate Hotel's sustainability and guest service standards. 

Firstly, the hotel's website should be upgraded to make it accessible to utilise, making it possible for a smooth and simple booking procedure. 

Secondly, the hotel should integrate technology such as self-checking-in stands, and smartphone check-in, to improve the guest experience and service delivery. This will not only improve the visitor experience but will also shorten waiting time during peak periods.

Thirdly, by performing frequent audits to assess the hotel's performance and pinpoint areas for improvement, the hotels will be able to constantly enhance its service offering. 

Finally, the hotel may improve its sustainability practises, such as installing energy-efficient lighting and water-saving measures, as well as upgrading its restaurant and bar menu to accommodate evolving visitor demands and tastes, such as offering vegetarian and vegan alternatives. 

The Parkgate Hotel can increase its sustainability, boost its guest service standards, and remain ahead of industry trends and developments by adopting these ideas.

Conclusion

In conclusion, this research examined The Parkgate Hotel's and The Vale Resort hospitality and guest service standards and made recommendations to improve both hotel's sustainability and guest service standards. 

Based on an analysis of the hotel's operations, industry trends, changes, and laws, it is evident that the hotel must adapt to changing guest expectations and preferences and apply technology to improve service delivery.

The report's recommendations, such as enhancing the hotel's website, adding self-check-in kiosks and mobile check-in, and performing frequent audits, would not only improve the guest experience but also the hotel's sustainability. 

Furthermore, adapting the hotel's food and beverage offerings to changing visitor tastes and introducing sustainable practises.

Overall, by adopting these recommendations, The Parkgate Hotel and the Vale Resort will be able to increase its sustainability, improve its guest service standards, and keep ahead of industry trends and changes, assuring its long-term success and profitability.
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