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 The Importance of ‘hospitality provision and service experience’ in Tourism & Events  
Introduction
According to Solomon (2019) in the book ‘The Heart of Hospitality’ he suggested ‘The Hospitality Industry transforms essentials like a bed, a room, a meal into an experience that is warm, comforting, memorable and even magical’.  To me this means that the hospitality industry elevates these small things into something more meaningful for not just the customer but for the company. It's about more than just providing goods and services such as creating meaningful connections and experiences.  Hotels do this by offering something that other hotels struggle to achieve which in other words means a “wow” factor
In this report I will be looking at many things to do with the importance of hospitality provision in the tourism and events industry. I will do this by assessing the standards of service by looking at consumers' needs, I will also be looking at the service culture and guest service strategies to get a better idea of the services certain hotels have to offer in Swansea. I will be assessing the hospitality provision and industry trends within the hotel provision in Swansea. This analysis will inform conclusions and performance recommendations for the future sustainability of service provision. According to LinkedIn “The goal of brand standards is to enhance guest satisfaction. Happy guests are more likely to become loyal customers and recommend the brand to others” Malik, T. (2023) Understanding the significance of hotel brand standards. Available at : https://www.linkedin.com/pulse/understanding-significance-hotel-brand-standards-tahir-malik#:~:text=Guest%20Satisfaction%3A%20Ultimately%2C%20the%20goal,recommend%20the%20brand%20to%20others. (Accessed 20th march) 

Main Findings 
Introduction To Swansea Hotels 
Swansea features a mix of hotels from luxury sea front hotels to budget friendly accommodation. Hotels in Swansea can be found in different parts of the city, including the city center, waterfront areas, and surrounding suburbs. Some hotels offer amazing views of Swansea Bay such as the delta hotels by Marriott and some are located near popular attractions such as the Swansea Marina or the National Waterfront Museum such as Morgans hotel which is one of Swanseas most amazing hotels. Amenities vary depending on the hotel category but commonly include comfortable rooms with ensuite bathrooms, Wi-Fi access, and tea/coffee-making facilities. 
The hospitality industry is made of of organisations who offer professional accommodation paired wth food and beverages such as the dragons hotel, However true hospitality is taking it a step further and not just meeting guest expectations but taking it further by creating a wow factor to provide excellent guest experience (Ford and sturnman 2018) This can be seen in the hotel provision in Morgans Hotel which is rated the number one hotel in Swansea and  is sitting at  ⅘ stars MORGANS HOTEL - Updated 2024 reviews (2024). Available at :https://www.tripadvisor.co.uk/Hotel_Review-g186466-d274316-Reviews-Morgans_Hotel-Swansea_Swansea_County_South_Wales_Wales.html. (accessed 20th march 2024) Located in the heart of Swansea's city center, Morgans Hotel is a boutique hotel housed in a historic building. Which Features stylish rooms with modern amenities, including flat-screen TVs, luxury bedding, and complimentary Wi-Fi. Also The hotel offers an on-site restaurant serving contemporary Welsh cuisine and a trendy bar/lounge area. 
The Swansea Mariott Hotel which is located on the Seafront offers scenic views of Swansea Bay and easy access to attractions such as the National Waterfront Museum. It Provides spacious guest rooms with plush bedding and high-speed internet access. It also Features a leisure club with an indoor pool, sauna, and fitness center, as well as an on-site restaurant and bar which fits in to most demographics in swansea meaning this hotel is suitable for people of all ages. It is rated the best hotel by location in Swansea most likely because it is right next to the seafront and has an outdoor view of the Marina. It is rated at the twelfth  best hotel in Swansea according to tripadvisor. Delta Hotels by Marriott Swansea (no date). Available at : https://www.tripadvisor.co.uk/Hotel_Review-g186466-d192327-Reviews-Delta_Hotels_By_Marriott_Swansea-Swansea_Swansea_County_South_Wales_Wales.html. (accessed 20th march 2024)

Service Culture Changes and Industry trends
There are many trends that are changing the Tourism Industry which can have a long term impact on not only the industry but the cultures inside them.One of the biggest being the change and trend in technology and Augmented Reality (AR). According to Yahoo Finance the augmented Reality market size was estimated to be worth 40.2 billion USD in 2023. Yahoo is part of the Yahoo family of brands (2023). Available at : https://finance.yahoo.com/news/global-augmented-reality-market-size-090000157.html?guccounter=1&guce_referrer=aHR0cHM6Ly93d3cuZ29vZ2xlLmNvbS8&guce_referrer_sig=AQAAALeU6FqBzG8gXIK9RHZxJS3pNADuTO2pCA7AHnFGrYnrHq1mdo8VEZe1GkL_e_O2TqMghl7hbNBZuIg7wFcOTe1gZbLMvCVY4GqoqYtIWfN9IU2o01faPQFKHY4rHjqF1bYLbZ1zV3_xiosUWqcc-uk3VEv5m4kMxj854LU4j7Z9. (accessed 20th march 2024) This further shows the growing trend of AR. Another technology based trend in the Industry is the use Of Robots and AI. Robots are used in hospitality and tourism for tasks like cleaning, delivering room service, providing tourist information, and assisting with check-ins and check-outs, enhancing guest experiences and operational efficiency.
There are many new types of hotels and accommodation that are part of the hotel sector, one that is on the rise is AirBnb. According to searchlogistics Airbnb’s revenue from listings almost doubled globally from $3.88 billion in 2020 to $6.85 billion in 2021. That means their revenue grew by 76.62%. Woodward, M. (2024) Airbnb Statistics [2024]: User & Market Growth Data. Available at : https://www.searchlogistics.com/learn/statistics/airbnb-statistics/#:~:text=Airbnb's%20revenue%20from%20listings%20almost,at%20a%20rate%20of%2081.26%25. (accessed 21st march 2024). Another Hotel that is on the uprise is smart hotels which are hotels are AI-powered hotels that were built from the ground up.
According to Textexpander “A customer service strategy is a detailed plan aimed at delighting your customers  just like a map that guides you down the road that leads to keeping your customers happy.” Chambers, S. (2024) The 6 most important components of your customer service strategy. Available at https://textexpander.com/blog/customer-service-strategy#:~:text=A%20customer%20service%20strategy%20is,A%20Company%2DWide%20Mission. (accessed 21st march 2024) Disney implement this by engaging with their customers to find out the needed demands
Service culture changes refer to shifts or transformations in the attitudes, values, and behaviors of employees and organizations within the service industry. Lately there have been many changes in the Service culture, one company that implements service culture very well is disney Disney is known for fostering a unique and vibrant work culture that contributes to its success Culture - Disney Social Responsibility (2023). Available at : https://impact.disney.com/diversity-inclusion/culture/.  (accessed 20th March 2024). This is a very unique way of gaining customers due to the fact they are constantly being engaged, meaning there is something for the customer to do at any moment. Disney's company values, including integrity, inclusion, and optimism, are deeply ingrained in its work culture.
Swanseas Hospitality and How it differs to other regions
According to a report that Swansea Gov had undertaken The report states that 99% of visitors who visited in 2022 rated their visit as "very enjoyable" or "enjoyable" with 96% saying they would recommend a visit to the area to someone else. New report reveals how crucial tourism is to Swansea’s economy - Swansea (no date). Available at : https://www.swansea.gov.uk/destinationgreat?lang=en. (accessed 20th March 2024) Swansea's hospitality industry, like that of many other regions, has its own unique characteristics and offerings that differentiate it from other destinations. For example, Morgans Hotel in Swansea is likely a smaller, boutique hotel catering to a limited number of guests at any given time while disney attracts a wider audience with millions of guests going yearly, with things there such as theme park rides and entertainment complexes, this shows the vast difference in guest services. Ultimately, Disney and the Swansea-based Morgans Hotel represent two different sectors of the hospitality market, each with its own value proposition, brand identity, and guest experience. Families, kids, and fans of all ages can enjoy the larger-than-life entertainment experience that Disney offers, while discriminating travellers may choose the more intimate and premium experience offered by Morgans Hotel.
Now if we compare a hotel in Swansea to one in another region there are alot of differences. Hotels in specifically Asian countries often incorporate traditional cultural elements in their design and services to showcase the local cultural characteristics and historical heritage. Zhang, H. (2023) 'A Study on the Cultural Values of Asian Hotels from the Perspective of Feng Shui,' Longdom Available at: https://doi.org/10.35248/2167-0269.23.12.540. (accessed 21st March 2024). This is a significant difference because hotels in swansea often have modern designs or are old fashioned but do not go into the culture or history of the country.




Conclusion
In conclusion from all my findings, the significance of hospitality provision and service experience in the realms of tourism and events cannot be overstated. As demonstrated, these elements serve as the cornerstone of guest satisfaction, influencing perceptions, and fostering memorable experiences. From the initial interaction to the farewell, every touchpoint contributes to shaping visitors' overall impression and loyalty. 
Recommendations
After looking at many aspects to do with Hotels Worldwide and in Swansea, there are a few recommendations I would give to help the future sustainability in the tourism and events sector. First of all I would fund more Augmented and Virtual reality into the industry, I say this because Virtual reality can give the customer an immersive experience they may not have had before, thus opening a newer market in the younger generation.
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This graph shows the usage of VR and AR. Which implies that it's an industry that is growing at a fast rate so the Tourism industry should take advantage of this. The positive of this is that it can bring a younger customer to the scene because they are better and more interested in technology. 
Another recommendation I would give to mainly hotels is the effort for a more energy efficient system. According to ResolveEnergy Hotels that offer spa or pool services require a significant amount of energy to keep their facilities running. Heaters, pumps, and lighting are all necessary components in order for guests to use these amenities, and they consume a lot of energy. Pinnington, M. (2023) 'Business energy guide for hotels,' Resolve Energy, 8 June. https://www.resolveenergy.co.uk/blog/article/business-energy-guide-for-hotels#:~:text=Spa%20and%20pool,consume%20a%20lot%20of%20energy. (Accessed 21st march 2024)This can link with Delta Hotels by marriott due to them having a sauna which will cost excessive amounts of energy to use.  By doing this hotels can and will adopt renewable energy sources to reduce their carbon footprint by doing it. My final recommendation for the future sustainability of service provision would be to Educate guests about the hotel's sustainability initiatives and encourage them to participate through small actions, such as reusing towels and linens, conserving water and energy. By implementing these recommendations, hotels can contribute to the long-term sustainability of service provision
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