Glastonbury festival audit report.


Introduction
This audit report will look at A brief method of how to design and undertake an audit.
The subject of this audit is Hospitality Provision, Hospitality Service, Guest, Service Standards and an audit review of Glastonbury united and the comparison with Tomorrowland EU.
 As a result of the findings and evaluations it will put forward a series five of operational and management recommendations to improve service, performance and revenue management for the future. 
This audit was conducted using a mixed-methods approach. Data was collected through both primary and secondary sources. Primary data was collected through interviews with hospitality staff and management, as well as through direct observation of hospitality provision and guest service standards. Secondary data was collected through a review of Trip Advisor and other online reviews, as well as through a review of industry standards and best practices. Johnson (2021)

how to design and undertake an audit
audit process typically involved several stages, including planning, fieldwork, reporting, and follow-up. The specific steps and methods used in each stage may vary depending on the type of audit and the organization being audited. Harrell and Barbacci (2018)

1. [bookmark: _Int_qYS1reqq][bookmark: _Int_fUtdeoXz]Planning: During the planning stage, the auditor reviews the organization’s financial records and other relevant information to identify areas of risk and determine the scope of the audit. This involves gathering information about the organization’s operations, financial performance, internal controls, and compliance with relevant laws and regulations.

2. [bookmark: _Int_Q8l9O5R3]Fieldwork: The fieldwork stage involves conducting on-site reviews and testing of the organization’s financial records and other relevant information. This may include reviewing invoices, bank statements, and other financial documents, as well as interviewing staff and observing operations.

3. [bookmark: _Int_CNzkeJ4I]Reporting: Once the fieldwork is complete, the auditor prepares a report detailing their findings and recommendations. The report typically includes a summary of the audit scope and objectives, a description of the audit method, details of any significant findings, and recommendations for improvement.

4. [bookmark: _Int_rBKzMKLY]Follow-up: The final stage of the audit process involves following up on any recommendations made in the audit report to ensure that the organization has taken action to address any issues found during the audit. Harrell and Barbacci (2018)

Throughout the audit process, auditors must keep independence, objectivity, and confidentiality to ensure the integrity of the audit process and the accuracy of the findings and recommendations.
 The first step in conducting an audit of the hospitality and guest service standards of a tourism destination in the UK (United Kingdom) or an Event in the UK is to clearly define the scope and aims of the audit. This should involve finding what aspects of hospitality and guest service standards the audit will cover, such as the quality of accommodation, food and beverage service, customer service, and overall guest experience. Hassanien and Dale (2013)
[bookmark: _Int_vfCYB5WX][bookmark: _Int_CGZJaZxu]Once the scope and objectives have been established, the audit team can begin the process of collecting data and information. This can involve conducting interviews with hospitality staff and management, reviewing customer feedback and complaints, and analysing Trip Advisor and other online reviews. Goodman (2014)
In addition to collecting data and information, the audit team should also review any relevant industry standards, regulations, legislations and best practices to ensure that the hospitality and guest service standards being evaluated are in line with industry norms. (American Institute of Certified Public Accountants, 2017) Barth and Hayes (2005) 
[bookmark: _Int_CTnDLGSK]After collecting and analysing the data, the audit team can begin to draw conclusions and develop recommendations for improving the hospitality and guest service standards of the tourism destination or event being audited. These recommendations should be based on a thorough understanding of the current state of the industry, as well as any emerging trends or challenges that may impact the future of the hospitality industry in the UK. Davis (2021)
When comparing the image of hospitality in the UK with another region or country offering, it is important to consider factors such as cultural norms, customer expectations, and industry standards. For example, in some cultures, hospitality may be defined differently than in the UK, with a greater emphasis on personal relationships and hospitality rituals. Additionally, customer expectations may vary depending on the type of tourist or traveller being served, with luxury travellers having different expectations than budget travellers. advisor (2019)
To support the evaluation of hospitality and guest service standards, the audit team may draw on a range of academic research and theory, including studies on customer satisfaction, service quality, and hospitality management. Woodside (2010)
Overall, the audit review should supply a comprehensive assessment of the hospitality and guest service standards of the tourism destination or event being audited, as well as recommendations for improving performance and addressing any emerging trends or challenges in the industry. Davis (2021)
 
Methodology

Glastonbury Festival is one of the largest and most well-known music and performing arts festivals in the world. It takes place annually over five days in late June on a farm in Somerset, England.  has since grown to become a major event, attracting around 200,000 people each year.
The festival features a diverse range of music genres, including rock, pop, electronic, hip-hop, and world music, with performances from some of the biggest names in the industry as well as up-and-coming artists. In addition to music, the festival also includes other performing arts such as comedy, theatre, circus, and cabaret, as well as a wide range of food and drink vendors, art installations, and other attractions.
Glastonbury Festival has become known for its environmental and social consciousness, with efforts made to reduce waste and carbon emissions and promote sustainability and social justice.  

This audit of Glastonbury’s hospitality and guest service standards was conducted using a mixed-methods approach. Data was collected through both primary and secondary sources. Primary data was collected through interviews with hospitality staff and management, as well as through direct observation of hospitality provision and guest service standards. Secondary data was collected through a review of Trip Advisor and other online review as well as through a review of industry standards and best practices.
The investigatory audit of Glastonbury’s hospitality and guest service standards is presented in the table below: see appendix 1)
The ratings above are based on a combination of primary and secondary data sources. The ratings reflect an overall assessment of the quality of hospitality provision, hospitality service, and guest service standards at Glastonbury. In terms of hospitality provision, the audit team found that while there were a wide range of food and beverage options available, it lacked a variety of food options for guests with dietary restrictions. the quality and variety of accommodation options were limited. Additionally, the availability and quality of sanitation facilities (such as toilets and showers) were insufficient to meet the needs of the substantial number of guests attending the event. Trustpilot (2021) Meegan Lesley Jones and Jones (2014)
In terms of hospitality service, the audit team found that while staff were friendly and helpful, there were often long wait times for food and beverage service, and guests were sometimes left waiting for extended periods of time without any communication or updates from staff.
[bookmark: _Int_yZbmfwSP]In terms of guest service standards, the audit team found that while there were some efforts made to provide guests with information and assistance, such as through the provision of maps and information booths, there were also several areas where guest service standards fell short. For example, there were often long queues and delays in getting into the event, and guests were sometimes subjected to overcrowding and unsafe conditions.
Bangor University's School of Natural Sciences Studies Aberg et al. (2022) have shown that Drugs from the urine from festival goers is leaching into the river running through the farm at Glastonbury music festival.  The levels of MDMA and cocaine which have been found in the river are having an impact on the Critically Endangered European eel which lives downstream. Davis (2021)


Whereas according to research by Forbes Nikjou (2022) in Tomorrowland branded tents, huts or even luxury cabins with their own private toilets, Jacuzzis and all the luxuries one might need. Dream Ville also had its own supermarket, swimming pool area, tattoo parlour, relax rooms, bakeries, morning sports and workout sessions and even a tent where people can get married, staff are the most professional, helpful and eager to help anyone. Emergency services were constantly on the alert with the signage for emergency exits, staff were always nearby in case people got lost, boosted by several information and security points. and having choice of healthy food and drinks were abundantly available around each stage area, with fantastically designed recycle bins available everywhere,  (Nikjou, 2022)


Recommendations

- Invest in the development of more high-quality and varied accommodation options, such as glamping or boutique camping options, branded tents, huts or even luxury cabins with their own private toilets,
[bookmark: _Int_is64n6Yr]- Increase the number and quality of sanitation facilities and ensure that they are regularly cleaned and maintained throughout the event.
[bookmark: _Int_8SI06PgS][bookmark: _Int_MSV6obSO][bookmark: _Int_wLYvjEkw]- Provide additional training and support to hospitality staff to improve their communication and customer service skills and ensure that adequate staffing levels are maintained throughout the event.
[bookmark: _Int_Lgm1au5b]- Implement better crowd management and safety measures, such as increasing entry and exit points, staggering entry times, and providing added security and medical support. 
[bookmark: _Int_vmAef99s]- Invest in the development of a mobile app or other digital platform to provide guests with real-time updates and information about the event, as well as to facilitate ordering and payment for food and beverage.

 When comparing the image of hospitality in the UK with EU event offerings, it is important to consider factors such as cultural norms, customer expectations, and industry standards. One example of an EU event offering that can be compared to Glastonbury is Tomorrowland, a large-scale electronic dance music festival held annually in Belgium. In terms of hospitality provision, Tomorrowland offers a wide range of accommodation options, including luxury camping options and themed hotels. The festival also offers a range of high-quality food and beverage options, with a focus on local and sustainable sourcing. TripAdvisor (2021)

In terms of hospitality service, Tomorrowland places a strong emphasis on customer service and staff training, with staff members trained to supply personalized and attentive service to guests. The festival also offers a range of unique experiences and amenities, such as a dedicated VIP area and a range of immersive art installations and performances. Costanzo (2020)

In terms of guest service standards Tomorrowland places a strong emphasis on safety and security, with a comprehensive set of measures in place to ensure the safety and wellbeing of guests. The festival also offers a range of resources and services to help guests navigate the event, such as a dedicated mobile app and information booths. Tomorrowland (2023) To support the evaluation of hospitality and guest service standards at both Glastonbury and Tomorrowland, academic research and theory on customer satisfaction, service quality, and hospitality management can be drawn upon. Trustpilot (2022)
 For example, studies have shown that customer satisfaction is heavily influenced by factors such as service quality, hospitality provision, and guest service standards, and that these factors are intricately linked to the overall success and sustainability of hospitality businesses and events. (Hudson and Hudson, 2013) Giving Tomorrowland an overall rating of 4.5 out of 5 Based on the findings of the audit review of Glastonbury and the comparison with Tomorrowland, the following conclusions and recommendations are put forward: appendix 4)

Conclusions

[bookmark: _Int_moslhIK0]- Glastonbury could benefit from investing in the development of more high-quality and varied accommodation options, such as glamping or boutique camping options, to improve the overall guest experience.
[bookmark: _Int_JupcZtxC]- Glastonbury could benefit from improving communication and service delivery from hospitality staff, particularly in terms of reducing wait times and supplying prompt updates to guests.
[bookmark: _Int_2dC1I5Ql][bookmark: _Int_UpqOWKx0][bookmark: _Int_IaMOe61q]- Glastonbury could benefit from implementing better crowd management and safety measures, such as increasing entry and exit points and providing additional security and medical support.
- Tomorrowland’s emphasis on personalized service, unique experiences, and safety and security measures sets a high standard for hospitality and guest service standards in the EU event industry.

Critical Consideration:  

- Glastonbury should invest in the development of more high-quality and varied accommodation options, such as glamping or boutique camping options, to improve the overall guest experience.
[bookmark: _Int_0NMQAsFN][bookmark: _Int_kDKwMfgU][bookmark: _Int_SPFavmCr]- Glastonbury should provide additional training and support to hospitality staff to improve their communication and customer service skills and ensure that adequate staffing levels are maintained throughout the event.
[bookmark: _Int_LHTjBxsB][bookmark: _Int_xzsubHxY]- Glastonbury should implement better crowd management and safety measures, such as increasing entry and exit points, staggering entry times, and providing additional security and medical support.
- Glastonbury should consider offering unique experiences and amenities, such as immersive art installations and performances, to improve the overall guest experience and set itself apart from other UK and EU event offerings.
- Glastonbury should continue to prioritize sustainability and ethical sourcing in its hospitality provision, as this is an increasingly crucial factor for customers and can help to improve the festival’s overall sustainability and long-term viability.
 
Based on the findings and evaluations of the audit, the following conclusions and recommendations are put forward: 
- There is a need for significant improvements in the quality and variety of accommodation options at Glastonbury, as well as in the availability and quality of sanitation facilities. 
- There is a need for improved communication and service delivery from hospitality staff, particularly in terms of reducing wait times and supplying prompt updates to guests. 
- There is a need for better crowd management and safety measures to be put in place, particularly during entry and exit from the event. 
There is a need to have more choice of healthy food and drinks, there a need to supply more easy recycling bins for rubbish and camping equipment  
Hospitality Provision: The findings suggest that the needs to improve its food options and accommodation and amenities to meet the needs of guests. The recommendations supplied are practical and can help improve its hospitality provision. 
 
Hospitality Service: The audit highlights the need for staff training in conflict resolution and customer service. The hotel should prioritize providing staff with the necessary training to improve guest satisfaction. 
 
 
Guest Service Standards: The audit finds areas where Glastonbury can improve its check-in process and response to guest feedback. The recommendations supplied can help improve its guest service standards and overall guest experience.
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Appendix

1)
[image: ]
| Category                  | Rating (out of 5) |
|---------------------------|-------------------|
| Hospitality Provision     | 3.5               |
| Hospitality Service       | 3.0               |
| Guest Service Standards   | 2.5               |
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