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Introduction 

This report’s purpose is to dive into Swansea and investigate its hotel provision, to investigate key components that help make the hotel and hospitality industry around Wales. Being how hospitality is presented, what standards the hotel provision provides highlighting key strengths and weaknesses, how service culture, guest service strategies and industry trends have changed in the recent age along with finally Swansea’s image of hospitality compared to other case studies identifying performance recommendations for the future sustainability of guest culture and Swansea’s hotel and hospitality provision. Soloman suggested that the hospitality industry provides essentials such as a bed, room, sink and a meal into an experience that is warm, comforting, and magical (Solomon, 2016). This report discusses the importance of this and how this relates to these concepts for the hotel industry, particularly looking at the hotels in Swansea being Marriott delta and Morgans hotel. 



Hospitality provision and standards available across Swansea hotels 

The hospitality industry provides professional lodging plus food and beverage services in Swansea it originated in the 1500’s and was a social virtue (Heal, 1990). This is shown in the Delta Marriott and the Morgans Hotel hospitality is taking it a step further and not just meeting guests’ expectation but creating a wow factor to provide excellent guest experience (Ford and Sturman, 2018). A wow factor would be hotel personalization which has become increasingly prominent through innovative technology services like hotel chatbots which wow the customer through convenience and creates less staff error. This goes into the difference in Morgans and Delta being a unique boutique and a chain. Chain hotels such as Delta are dependable and have set standards when providing hospitality, allowing guests to have certain expectations however a boutique hotel such as Morgans it is a cultural and authentic experience catered around Swansea these leads guests to a unique experience where their standards can exceeded and provide a more personal experience. (Group, 2023)


Investigating into reviews across Swansea hotel provision these are two contrasting reviews of Delta Marriott and the Dragon hotel with Delta having high standards and Dragon having low standards. Reviews investigate a hospitality business and rate stars between 1-5 on the service experienced by a consumer Reviews hold high importance in the hospitality industry as reviews hold the power to set out standards before the customer even arrives. This helps future consumers decide on whether to try a hospitality business in the future and negative or positive reviews can spread word of mouth and create reputation. Which is why it is important for hotels to check reviews and try and create good ones (Tewari Nandi and Mishra, 2023). 

An example of a hotel in Swansea with high standards and a variety of guests services is the 4 Star Delta Marriott located by Swansea Marina they offer a variety of services (Refer Appendices A) (www.marriott.com, n.d) Delta being owned by Marriott shows high value in hospitality excellence. The Marriott company’s value is pursuing excellence as their “Dedication to the customer shows in everything we do” is their key value (Marriott International, n.d.). 

(Appendices C)
This most recent review states high standards of service provided with the 5-star rating and plenty of amenities. The review mentions the staff being helpful which is highlighted across the restaurant and the Marriott experience stating to be one of the best for location and experience. This review falls in line with the Marriotts key value in excelling in hospitality providing high guest standards (Tripadvisor, n.d.). 

Contrastingly however the Dragon hotel lacks in hospitality standards. The dragon has a limited number of facilities (See appendices A) Requiring work being done to provide a high standard of hospitality. Not being an international chain like Marriott, they do not have any public values when providing hospitality. A lack of hospitality training within the hotel provision leads to high turnover which will mean that the Dragon may have issues leading to staff ill prepared to provide excellent services. (Maniscalco, 2021)

(Appendices D)
This review from a customer who stayed at the dragon hotel highlights the opposite of good standards and hospitality being provided, Not only did the customer not have their issue with the room heating get solved but was openly told by the hotel that none of the staff care which goes to show that the review will not attract new customers and may cause the Dragon to lose out business. Overall, it does not fall in line with hospitality standards (Tripadvisor, n.d.) This overall shows Swansea has some weaknesses when it comes to hospitality as well.

Changing service culture, Guest service strategies and industry trends 

Guest service strategies , Service culture and industry trends are always changing. So are the consumers as well. As of 2023 there have been five trends on the rise when it comes to the hotel industry that have shaped change. Rising technology has created a demand for smart technology, virtual reality, and robot assistants. Along with a demand from consumers for a unique and sustainable experience (Siteminder, 2020). Reasoning for these trends is technology and hospitality have grown more consumers have been looking for a thrill and unique experience, but with the risk of climate change it also clear that the new generation of consumers Gen Z consider climate change. In 2022 a study on Gen Z’s influence on decision making when purchasing that between 55-62% prefer to buy with sustainable brands (Appendices B) Linking this to Delta they plan to be zero food waste within the next five years, which is a big development for sustainability branding and for Gen z’s purchasing in the future (Wood, 2022)
 

This goes into who the new generation of consumers are, it has become a fact that customers demand green products in any hospitality service provision across most demographics with climate change (Han, 2021). Likewise, with the trend of robots and increasing technology it is encouraged across the hotel provision to provide robotic assistants since there is a desire for unique interaction if it is still integrated with human reaction according to Gen Z (Qu et al., 2023), These needs and desires are common. However, there are many target markets of customers between Swansea’s hotel branch and other regions who have differing needs and wants. The highest demographic traveling within the past few years have been for families, leisure, and business demographics. (www.rsmuk.com, 2023). Who all have specific needs and wants as a consumer. For young people now there is little offering for hotels that appeal to young people, comparing this the moxie hotel in London where they offer nightclubs, games rooms and social areas for young people to talk Swansea particularly lacks in this area in hospitality (www.marriott.com, n.d.)


This is why guest service strategies and culture are important. Consumers have specific needs and wants for business this could be a quiet space, Families (Link to delta), and leisure it could be leisure activities or even simple directions. Service culture can be defined as a culture that supports customers through certain policies, procedures, and actions (Hudson and Hudson, 2022). Following Disney’s quality service compass (B-san’s Blog, 2019) (Appendices F) it provides integration, Guestology, delivery system and quality standards which thousands of hospitality businesses follow worldwide. As such a good service culture following this compass an example would be From the Delta Marriott providing who when a business customer they provide them with a  quiet space and fast Wi-Fi despite not asking for it. This in line studies the guests need, provides a quality service, This and then delivers it and integrates it into the customer experience. Going hand in hand with this is guest service strategies, which is what is used to provide and keep customer service excellence consistent for example loyalty schemes, getting to know your customers and providing a unique experience (acquire.io, 2022)

Swansea’s image of hospitality 

Swansea’s Hospitality Image holds high hospitality excellence. An article from Swansea council shows how important tourism is too Swansea supporting over five thousand jobs and providing over five hundred jobs with hospitality (Swansea, n.d.). Morgans Hotel’s is a small boutique four star and one of Swansea’s biggest representatives when it comes to guest culture. When investigating into Morgan’s Hotel Sophie Morgan the events co-ordinator stated that Morgans hotel speaks to their guests and remembers details of them, for example where they are visiting or what they are doing around Swansea which adds to the hospitality experiences making guests feel valued (Anon, n.d.). This adds to Swansea’s image of hospitality positively as it makes Swansea’s hospitality feel less large and the city small and welcoming. Customers who feel like they go within the hotel provision of Swansea and feel like they know the people there will feel like they are able to come back,  

Comparing this to another region such as London it differs, London is a region with hundreds of restaurants, hotels and events opening making it one of the world leading hospitality areas Globally. (www.london.gov.uk, n.d.) (Refer Appendix E) This gives London’s image of hospitality a large and professional impression contrasting with Swansea’s where it is a smaller city and more personalized however because of this higher standard is to be expected. Taking London Savoy as an example for comparison the Savoy is a 5-star hotel in London offering a wide range of services  (The Savoy, 2018). The savoy provides an image of hospitality to London that is a lot more modern and luxurious. The Savoy prioritises remanning up to date with guest technology and keeping up to date with trends due to the competitive hospitality industry. They are up to date with latest guest technology checking in on mobile, mobile apps and recently have started to build technology to support 2G-5G devices. 

Performance recommendations 

To improve Swansea’s hotel provision’s success in delivering hospitality the first recommendation would be to integrate more guest technology. With Swansea being a smaller destination for hospitality compared to other regions using robots or guest service technology can help wildly improve a guests experience not having to care of the mundane tasks can allow for Swansea’s hotel provision staff to focus on providing hospitality and getting to know their customers better (Cobanoglu, 2022). This would allow them to focus more on standards and hospitality and be able to provide a more personal and luxurious experience like the Savoy. 

Secondly would be to create loyalty programs. More Loyalty programmes across Swansea’s hotel provision would allow for a more personal relationship for locals and frequent travellers and an individualized touch to the experience, Staff being able to give out personal rewards to their customers will help encourage guests to revisit and be familiar with the hotel provision in Swansea. Which will allow the hotels to get to know them better and provide better hospitality based of their needs and wants. 

Conclusion and Future sustainability of guest culture 

The hotel provision in both Swansea and London are extraordinarily successful both having strengths and weaknesses, however, to sustain guest culture and provide hospitality excellence it is important to always keep up to date with trends, know your consumers and be able to assess reviews and identify shortcomings and achievements. This will allow the hotel provision in Swansea to thrive and allow the hotel provision to expand because practicing better hospitality will attract new customers and profit for modern technology and guest strategies to be put into place to further provide that excellence that will please the guest. 

Appendices 

A:
	Swansea Hotel Audit 
	Facilities 
	Standards provided 
	Customer impression and ratings
	Improvements

	Delta Marriott 
	· Sustainable practices and policy 
· Free Wi-Fi,
· Housekeeping
· Room service
· Drycleaning, 
· Meeting spaces 
· Wake up calls.
· Fine dining restaurant
(www.marriott.com, n.d.).
	Marriott sticks to the four-star rating system service provision 
	4.0 rating on trip star

The Delta Marriott’s strongest point is its location and service provision 
	· Providing events

	Dragon Hotel
	· Restaurant
· Partnered leisure facilities (Golf venues)
· Events and weddings
	The Dragon hotel is rated at 3 stars and sticks to 3-star service provision 
	3.5 rating on trip advisor

The dragon hotels strongest point is being affordable and providing basics.

However, its weakest points are the staff being uncaring and hotel cleanliness.

	· More facilities
· Staff training 
· Room refurbishes.
· More attention to the restaurant may be beneficial 
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thefivespicegirls wrote a review 11 Feb
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Fantastic location, walking distance to theatre, sea views so close to the beach.
Hotel staff very helpful, rooms spacious, tea making facilities, free WiFi, plenty of
towels, great shower with plenty of dispensers of shower gel, shampoo, large
screen tv. Restaurant staff very helpful. One of the best hotels for service and
location I have been in.

Read more
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Avoid at all costs

The room was absolutely freezing. Reported this to reception staff.

Was told yes we sorry - we will give you an electric heater.

Can we maybe move rooms? It won’t make a difference was the answer. The hotel hasn’t had
heating for many weeks now the owners don’t care | was told by the receptionist. Continuing to
say yes the owners are from abroad and they don’t care despite customers complaining they
say that’s why it’s cheap!! Although, there are cheaper hotels about.

The receptionist kindly hit us a heater to the room and said I'd never pay Money to stay here |
agree with you it’s awful. Like my wages they don’t care !l

| was truly lost for words.

The damp coming through the walls also was terrible

AVOID!
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New data reveals:

e Boxpark reported record sales in December 2023 with like-for-like sales up by 22 per
cent on December 2022, beating sales made during the 2022 World Cup

e More than 250 new restaurants opened in London last year, a four per cent increase on
2022

e The O2 arena enjoyed a record-breaking year with more than 2.5m tickets sold to its
events

o ABBA Voyage welcomed more than 1m visitors to its purpose-built East London venue
adding £177million to the capital’'s GVA

e BST Hyde Park welcomed 555,000 guests across its summer of activity, selling out
faster than pre-pandemic

e Three of London’s biggest stadiums welcomed more than 1.2m visitors to a number of
live music events. That includes more than 225,000 experiencing Beyoncé’s show over
five nights at Tottenham Hotspur Stadium, Harry Styles recorded his highest UK
attendance (320,000) over four nights at Wembley, and 160,000 enjoying The Weeknd
at London Stadium
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