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Overview – Destination and Facilities
· Welcome to The Swan Hotel in Swansea, South Wales
· Modern and elegant hotel designed for comfort and relaxation
· Suitable for both business and leisure guests
· Located near Swansea Marina and the city centre, making it convenient for visitors
· Close to attractions like Mumbles Pier and Rhossili Bay
· Swansea is popular because of its beaches, culture, shopping, and business opportunities
· Hotel offers luxury rooms and suites with modern technology and free Wi-Fi
· Guests can enjoy the restaurant, cocktail lounge, and coffee lounge
· Spa facilities include swimming pool, sauna, and gym for relaxation and wellbeing
· Conference rooms and event spaces available for meetings and special events
· Main aim is to provide excellent customer service and memorable guest experiences

Target Audience
· Main target audience is business travellers visiting Swansea
· Business guests require reliable Wi-Fi, conference rooms, and modern accommodation
· Hotel also attracts leisure tourists visiting South Wales and the coastline
· Convenient location makes it ideal for sightseeing and shopping trips
· Families are an important audience because of spacious rooms and nearby attractions
· Couples are attracted by the spa, fine dining, and relaxing atmosphere
· Suitable for weekend breaks, anniversaries, and special occasions
· Conference and event guests targeted through meeting rooms and catering services
· Hotel aims to meet the needs of a wide range of different guests

Staff Departments
· Front Office manages reservations, check-ins, and customer service
· Creates the guest’s first impression of the hotel
· Food and Beverage department runs the restaurant, bar, and room service
· Staff include chefs, waiters, bartenders, and restaurant managers
· Housekeeping ensures rooms and public areas are clean and prepared to a high standard
· Cleanliness is very important for guest satisfaction and positive reviews
· Spa and Wellness department manages treatments, gym, and swimming pool facilities
· Human Resources recruits, trains, and supports employees
· Sales and Marketing promotes the hotel through advertising and social media
· Maintenance and Security keeps the hotel safe, secure, and fully operational

Training Aims and Objectives
· Main aim is to prepare employees to deliver excellent customer service
· Staff gain confidence, hospitality knowledge, and professional skills
· Customer service training helps staff communicate professionally with guests
· Employees learn how to handle complaints and create positive guest experiences
· Food and Beverage staff trained in hygiene, allergens, and service standards
· Front Office staff trained in reservations, check-in systems, and communication skills
· Health and safety training includes fire safety and emergency procedures
· Staff also develop teamwork, time management, and problem-solving skills
· These skills are important for working successfully within the hospitality industry
· Spa and wellness staff receive specialist training to provide relaxing, high-quality experiences

