Introduction
Designed with the 18-30s demographic in mind, Nestie is the go-to spot for students, solo travellers and those indulging in hen parties, stag dos and birthday parties. 
It's important we advocate to you all how we need to create a wow factor in everything we do for our members, especially when at the front of desk to Nestie.
But how do we do this??
Sustainability
In 2024, the share of global travellers willing to pay more for sustainable hotels reached over 40 percent (Statista, 2024).
We carry out many sustainable practices at Nestie as briefly mentioned from Nia. Our practices include:
· Energy-efficient lighting- this will help cut down on electricity use, which lowers Nestie’s carbon footprint. It uses less energy, which means future resources are needed from the environment (CTO LIGHTING, 2025). It also helps reduce pollution and conserve natural resources, which helps serve a ‘Wow’ feature, but also a sustainable approach. 
· Re-use of towels- this will help cute down the amount of water and energy needed for washing them (https://www.facebook.com/azharumar.k, 2024), which helps conserve re-sources and reduces Nestie’s environmental impact. 
· Source local organic food- Nestie is partnering with Swansea Market to support our local farmers in the community while also promising a sustainable stay for our members. This remains sustainable as it reduces transportation emissions and promotes sustainable farming practices. 
· Implementing water-saving fixtures- Indulging and installing low flow showerheads, dual flush toilets within Nestie gives off a sustainable approach as it conserves water resources and lessens the strain on local water supplies. 
· Reduce plastic-use- at our 24hr bar at Nestie, we ditch plastic straws and are dependent on our reusable cups while also serving our signature drinks in glass bottle in sustainable way to keep the party going! 

Language Barriers
Nestie wants all members to feel valued and understood when in the safe hands of us. To achieve this and make every individual appreciated, we use translation apps and hire multilingual staff and provide signage in multiple languages. To ass to our ‘wow’ factor, we offer personalized translation services. This includes having you staff members fluent in multiple languages available to assist our guests directly or offering instant translation devices. 
We also have created a digital concierge app called ‘NesTalk’ that's purpose is to allow guests to communicate their needs and requests in their own language, with instant translation to our staff's language, and vice versa. This enhances communication and provides a seamless, personalized experience.
As Nestie is Welsh in the heart of Swansea, we treat our fellow Welsh speakers no less favourably than English, as Nestie follows the ‘Welsh Language (Wales) Measure 2011’ Legislation which is created for the Welsh language standards and a legally binding framework that all public organisations in Wales must follow. This respects and promotions the Welsh Language, which is a key part of Welsh Culture and identity. Following the legislation also improves our customer relations with Welsh speaking guests and enhance Nestie reputations. 

Health and Safety Procedures
Nestie implants high tech cleaning systems such as UV sanitization and electrostatic sprayers show our guests that Nestie is serious about our cleanliness. These advanced methods can provide this ‘wow’ factor by demonstrating a commitment to hygiene beyond traditional cleaning, making our guests feel safer and more impressed. 
Offering contactless services, such as on our ‘NesTalks’ app designed to communicate needs to us in a diverse manner, we have a special app-based ordering and preferences at our bar and features for our guests. These outcome in convenience and efficiency. These create a ‘wow’ factor by providing a seamless, modern experience that reduces physical contact, enhancing the perception of safety and technological sophistication. 
Personalized wellness amenities- By including this for our guests, such as in-room air puffier, it really embraces how well we care about our guest's health and comfort. This attention to detail creates a ‘wow’ factor by providing a customized and thoughtful experience, when making our guests feel valued and pampered. 
Regular staff health and safety training which happens once a month ensures you employees are knowledgeable and prepared, which translates to confident and efficient service. This professionalism can create a ‘wow’ factor by demonstrating a high standard of care and competence reassuring guests and enhancing overall experience. 
First aid training- At Nestie, our staff are all trained so are always available 24’7 for medical care if needed, we are well-stocked with first aid and defib kits in multiple locations, and clear emergency protocols. Regular drills and easy access to medical assistance will reassure our guests to create a ‘wow’ factor at Nestie by showing our commitment to safety and well-being. 

Digitalization 
Key Card- At Nestie offering digitalization as previously mentioned gives us unique touches. One feature is our digital key cards that offer convenience, security and a modern touch. They create a ‘wow’ factor by streamlining the check-in process, reducing the risk of lost keys, and show-casing technological innovation, enhancing the guest experience. Our digitalised key card is adaptable and easy to use as shown...
Guest Complaints 
At Nestie, us staff should address complaints promptly, empathetically and with a personalized solution (Campbell, 2022). Empowering us staff at training, we should resolve issues quickly and offer a sincere apology or a small gesture of goodwill to escalate a negative experience into a ‘wow’ moment, demonstrating exceptional customer service. 
At staff training we also cinsider exceeding expectations by anticipating needs, personalizing services, and creating memorable moments. Thoughtful gestures, like remembering preferneces or offering unexpected amenities, leave a lasting impression and create a ‘wow’ factor that enhances guest loyalty. 

Loyalty Program
At Nestie, we have a loyalty program on our ‘NesTalks’ app that enhances convenience, personalization and engagement. It creates a ‘wow’ factor by offering exclusive rewards depending on your number of stays with us to give you personalized offers, and seamless access to benefits, fostering a sense of appreciation and loyalty among our guests. 


How do our unique features in Nestie benefit our customers in our work ethic and why should we maintain standards for our customers??
We can link academic theories to support how and why training is put in place at Nestie and why its beneficial for our guests and their needs. 
One example is the emotional labour theory- this theory describes the effort required for employees to manage emotions to meet job demands, especially in service roles- for example displaying emotions (Lee et al., 2016) without feeling them and deep acting, which we will demonstrate in our role play shortly.
This throy explains how training equips you staff to manage emotions effectively, enhancing guest experiences. By learning and displaying our staff empathy and professionalism, us employes meet guest needs, creating positive interactions and loyalty while also protecting well-being.
Another model that supports why training is put in place for us staff at Nestie and why its beneficial for guests' needs is the Servqual Model. This model is a tool used at our training to measure the gap between customers' expectations of service and their perceptions of the actual service provided (Park, Yi and Lee, 2018). It assesses fiver dimensions: reliability, assurance, tangibles, empathy and responsiveness. This model highlights gaps between expected and perceived service quality. Our training guided by Servqual ensures Nestie meets exceeded guest expectations across reliability, assurance, tangibles, empathy and responsiveness, leading to satisfaction and loyalty. 
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