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Abstract:
This placement project aimed to evaluate the Health, Safety, and Privacy (HSP) standards at Coldra Court Hotel and explore effective strategies to enhance these standards. A case study methodology was adopted, focusing on Coldra Court Hotel in South-East Wales. This approach enabled the integration of relevant literature, direct observations from the placement experience, and secondary data to develop a comprehensive understanding of how HSP standards are implemented and perceived within a mid-scale hotel environment.
A thematic analysis was employed to interpret and analyse the data. The findings confirmed that Coldra Court adheres to fundamental HSP requirements, such as compliance with UK health and safety regulations and the General Data Protection Regulation (GDPR) framework. However, the implementation of these standards was found to be inconsistent, and several            industry best practices were notably absent. The analysis also revealed that HSP standards have a significant impact on guest behaviour. Positive guest experiences were largely attributed to staff professionalism and the cleanliness of public areas. Conversely, guest dissatisfaction was commonly linked to outdated infrastructure, a lack of structured operational practices, limited transparency in privacy policies, and the absence of modern digital tools. The project concluded with a set of recommendations aimed at improving HSP standards at Coldra Court Hotel.
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[bookmark: _Toc200551615]1. Introduction 
[bookmark: _Toc200551616]1.1 Background 
[bookmark: _Toc200551201][bookmark: _Toc200551617]The hospitality industry is a highly service-oriented sector in which guest satisfaction and operational safety are closely interlinked. In recent years, the concepts of health, safety, and privacy have received increased attention due to global disruptions such as the COVID-19 pandemic, rapid technological advancements, and evolving consumer expectations. According to Jones and Comfort (2021), the pandemic has permanently influenced perceptions surrounding hygiene and guest well-being. As a result, hotels face continuous pressure to deliver visible and verifiable health and safety standards.
Simultaneously, the digitalisation of hospitality services has heightened the risk of exposure to sensitive guest data, raising ongoing concerns regarding cybersecurity and GDPR compliance (Sigala, 2018). Privacy is no longer confined to physical spaces, but also encompasses how hotels manage customer information, surveillance systems, and online booking platforms (Tussyadiah and Miller, 2019).
In the UK context, the Health and Safety at Work etc. Act 1974 and the Data Protection Act 2018 provide the legislative foundation for protecting both the physical and digital aspects of the guest experience (Health and Safety Executive, 2024). Mid-scale hotels, such as Coldra Court Hotel—part of the Celtic Collection in South-East Wales—operate at the intersection of cost-efficiency and quality service. Consequently, they are required to adopt innovative strategies that balance safety, operational feasibility, and customer expectations.
This study examines how Coldra Court Hotel implements and manages health, safety, and privacy practices, particularly in a post-pandemic environment, where such concerns are central to competitive advantage, brand reputation, and regulatory compliance.
[bookmark: _Toc200551618]1.2 Aim and Objectives 
The aim of this research is to evaluate the Health, Safety, and Privacy (HSP) standards at Coldra Court Hotel and to explore effective strategies for improving these standards.
The objectives of the project are –
· To identify the Health, Safety, and Privacy standards currently in place at Coldra Court Hotel
· To assess the impact of Health, Safety, and Privacy standards on customer behaviour and satisfaction at the hotel
· To recommend practical solutions and strategies for enhancing Health, Safety, and Privacy standards at Coldra Court Hotel
[bookmark: _Toc200551619]1.3 Research questions 
The research questions guiding this study are:
Q1: What Health, Safety, and Privacy standards does Coldra Court Hotel adhere to?
Q2: How do these Health, Safety, and Privacy standards influence customer behaviour and satisfaction at the hotel?
[bookmark: _Toc200551620]1.4 Report Structure
This report is structured into six chapters.
· Chapter 1 introduces the research background, objectives, and the significance of the study.
· Chapter 2 provides a review of relevant literature concerning Health, Safety, and Privacy within the hospitality sector.
· Chapter 3 outlines the research methodology employed.
· Chapter 4 presents the case study analysis of Coldra Court Hotel.
· Chapter 5 offers a discussion of key findings, supported by critical analysis.
· Chapter 6 concludes the study with a set of practical recommendations.
References and appendices are included to support the analysis and enhance the academic rigour of the report.





[bookmark: _Toc200551621]2. Literature review 
[bookmark: _Toc200551622]2.1 Introduction
[bookmark: _Toc200551207][bookmark: _Toc200551623]In the dynamic hospitality sector, health, safety, and privacy (HSP) have evolved into strategic pillars that influence both guest satisfaction and operational efficiency. With increasing regulatory oversight, hygiene standards shaped by the COVID-19 pandemic, and ongoing digital transformation, the scope of these three dimensions has expanded considerably. This literature review brings together current academic research and industry insights across several key areas: health and hygiene regulations, guest safety and risk management, data protection and cybersecurity, technological advancements, and the role of employee training and safety culture in promoting robust HSP standards within the hospitality industry.
[bookmark: _Toc200551624]2.2 Health and Hygiene Standards in Hotels
[bookmark: _Toc200551209][bookmark: _Toc200551625]Historically, hygiene in the hospitality industry was regarded as a fundamental operational concern, essential for ensuring proper service delivery. However, the COVID-19 pandemic has significantly reshaped the sector’s understanding of health, hygiene, and associated responsibilities. According to Jiang and Wen (2020), guests’ perceptions of cleanliness have become as influential as room comfort or location in determining overall satisfaction. Enhanced health protocols—ranging from contactless check-ins to frequent disinfection of surfaces—are now considered core components of the guest experience. Pizam et al. (2014) contend that visible cleanliness not only reassures guests but also has a direct impact on repeat bookings. Hotels are now expected to comply with both internal hygiene standards and national public health regulations, such as those issued by the UK’s Health and Safety Executive (HSE). For instance, Naumov et al. (2021) found that sanitation and hygiene have become the two most critical factors influencing international travel decisions. Tourists are increasingly likely to compare the health and hygiene measures of potential destinations before making travel arrangements. A failure to uphold these standards can significantly damage an organisation’s reputation. In this context, Coldra Court Hotel must ensure that its health and hygiene protocols are both visible and verifiable, aligning with guest expectations and national regulations, to remain competitive in the post-pandemic hospitality landscape.


[bookmark: _Toc200551626]2.3 Guest Safety and Risk Management
[bookmark: _Toc200551627]Guest safety in hotels encompasses physical security, service-related safety, emergency response preparedness, and preventative measures (Jones and Comfort, 2021). The Health and Safety at Work etc. Act 1974 requires UK employers, including hotels, to ensure the safety of both employees and guests (British Safety Council, 2025). In line with this, Coldra Court Hotel in Newport implements a comprehensive safety strategy, featuring clearly marked fire exits, CCTV surveillance, slip-resistant flooring, and regular employee training to maintain a secure environment. The travel risk management standard ISO 31030 has also gained increased relevance in post-pandemic hospitality planning, and hotels such as Coldra Court have begun aligning their protocols accordingly (ISO, 2021). According to Enz (2009), effective safety management not only prevents harm but also fosters trust and reduces legal liability. Despite robust measures, incidents such as data breaches, guest injuries, or hygiene lapses can still occur and may result in significant reputational damage (Kasavana, 2017). The literature supports a proactive, systems-based approach to safety, where regular audits, safety checklists, and continuous staff feedback loops (Abedsoltan, Abedsoltan and Zoghi, 2024; Koc and Villi, 2021) help embed a strong culture of risk awareness in day-to-day operations—an approach increasingly reflected in Coldra Court Hotel’s practices.
[bookmark: _Toc200551628]2.4 Digital Privacy and Cybersecurity in Hospitality
The growth of digital platforms in the hospitality sector, such as online booking engines, mobile applications, and loyalty programmes, has heightened the exposure of hotels to data security challenges. Under the UK General Data Protection Regulation (UK GDPR) and the Data Protection Act 2018, hotels are regarded as data controllers (Pipyros and Liasidou, 2025). Consequently, they bear significant responsibility for the collection, storage, and safeguarding of guests’ personal information. Tussyadiah and Miller (2019) emphasise that guests now have high expectations for privacy protection, comparable to those upheld by financial institutions and e-commerce platforms. This necessitates the implementation of secure Wi-Fi systems, transparent CCTV practices for stakeholders, data minimisation strategies, and explicit consent protocols. However, Sigala (2018) observes that mid-sized and independent hotels often lag major chains in adopting robust cybersecurity measures. Moreover, Florido-Benítez (2024) highlights that connections between hotels and external entities such as tourism agencies and third-party platforms can create further data privacy and cybersecurity risks. Accordingly, these issues warrant considerable attention, particularly for small to mid-sized organisations.
[bookmark: _Toc200551629]2.5 Role of Technology in Enhancing HSP
[bookmark: _Toc200551630]Technology has become a key enabler of safer, cleaner, and more private hotel operations. Smart room features, touchless payments, and mobile check-ins have become standard practices within the tourism industry, continually transforming the guest experience (Kumar, Mishra, and Mishra, 2023). According to Buhalis and Leung (2018), these technologies reduce the need for human intervention while enhancing operational efficiency and guest management. Artificial intelligence (AI) and machine learning can support predictive safety management, further strengthening the security and reliability of hotel operations. Additionally, the Internet of Things (IoT) plays a critical role in hotels, with devices monitoring air quality, occupancy, and energy consumption (Ivanov and Webster, 2019). Unified and well-balanced communication platforms also enable omnichannel visitor interaction, ensuring rapid service resolution and reinforcing perceptions of attentiveness and care (Luo et al., 2021). As guests increasingly value both efficiency and control, the literature underscores that Health, Safety, and Privacy (HSP) measures must be integrated into digital transformation strategies, rather than being treated as separate operational elements.
[bookmark: _Toc200551631]2.6 Staff Training and Safety Culture
Employees are the frontline executors of Health, Safety, and Privacy (HSP) protocols. Research by Chan and Hsu (2016) underscores that the knowledge, attitudes, expertise, and consistency of staff are vital to delivering safe and hygienic services. Training should extend beyond the initial orientation to include regular refresher courses, scenario-based planning, and periodic assessments (Naji et al., 2022). Furthermore, research in occupational health and safety highlights the need for hotels to protect employees from ergonomic hazards, infectious diseases, and workplace incidents (Davis et al., 2014). The concept of safety culture represents a collective mindset regarding risk and responsibility (Kim, Kim, and Lee, 2021). The attitudes of employees, reinforced by supportive systems, are central to fostering this culture. Cooper et al. (2019) argue that safety culture not only drives compliance but also enhances organisational resilience. Hotels where leadership demonstrates clear commitment and unwavering dedication to HSP matters are more likely to maintain consistently high standards (Naji et al., 2022). However, in resource-constrained environments, safety can sometimes be deprioritised, particularly during periods of high occupancy or staffing shortages.

2.7 Gaps in the Literature and Contextual Relevance
While a growing body of literature addresses HSP in luxury and international chain hotels, there is a relative scarcity of research exploring these issues in mid-scale regional hotels, such as Coldra Court. Furthermore, the integration of privacy and physical safety as a combined concept is seldom examined; these elements are typically treated as separate concerns. Additionally, limited research has investigated how guest perceptions of safety evolve over time and how these perceptions influence booking decisions or brand loyalty. These gaps underscore the importance of case-based research in capturing real-world, localised insights.
[bookmark: _Toc200551632]2.8 Conclusion
[bookmark: _Toc200551633]The literature highlights that health, safety, and privacy are no longer optional add-ons but rather essential elements of competitive hospitality management. Guests increasingly expect transparency, proactivity, and reliability across these areas, while regulators require strict compliance. Coldra Court Hotel operates within an environment where guest trust is heavily influenced by its ability to balance affordability with robust HSP frameworks. Technology, staff engagement, and risk-based planning emerge as the key enablers of success. Nonetheless, specific case studies are necessary to bridge the gap between theoretical insights and practical application, particularly within the mid-range hotel sector.











[bookmark: _Toc200551634]3. Methodology 
[bookmark: _Toc200551635]3.1 Case study methodology 
This research adopts a case study methodology, focusing on Coldra Court Hotel in South-East Wales. A case study approach is particularly well-suited for in-depth exploration of real-world business practices (Collis and Hussey, 2014). It is especially practical and valuable when examining complex, context-specific issues such as health, safety, and privacy (Yin, 2014). This method enables the integration of existing literature, observations from a placement, and secondary data to develop a comprehensive understanding of how these standards are implemented and perceived in a mid-scale hotel environment. It facilitates a holistic analysis by capturing the interconnections between policy, behaviour, and outcomes (Cottrell, 2014). Furthermore, case studies are particularly effective in hospitality research, as they provide contextual richness and nuanced insights (Veal, 2018). As such, this approach allows for the examination of real operational dynamics that might otherwise be overlooked in purely quantitative studies or broad generalisations.
[bookmark: _Toc200551636]3.2 Data collection 
This study is grounded in insights gained from the placement, knowledge acquired during that period, and key secondary data. It has been designed to align with the ethical guidelines set out by Saunders et al. (2012) and follows the requirements outlined in the approved ethics form. Secondary sources include academic literature, industry reports, the official website of Coldra Court Hotel, guest reviews from platforms such as TripAdvisor, and operational observations made during the placement period. These materials provide a comprehensive understanding of the hotel’s practices and guest experiences, without compromising privacy or requiring direct participant involvement (Veal, 2018). Furthermore, no information from the placement has been used that might breach the overall operational practices or strategic confidentiality of the hotel.
[bookmark: _Toc200551637]3.3 Data analysis 
A thematic analysis method is employed to identify patterns within the collected data, following the six-step procedure outlined by Braun and Clarke (2006). This process involves:
· identifying,
· analysing,
· discovering patterns and themes, and
· reporting these patterns (themes) within the data.
Themes such as cleanliness standards, guest safety, data privacy measures, and staff training are identified and assessed. Comparisons are then made between the practices of Coldra Court Hotel and best practices outlined in the literature, highlighting areas of strength, potential weaknesses, and opportunities for improvement. This approach enables a systematic and analytical understanding of actual performance in relation to established scholarly perspectives (Nowell et al., 2017).
[bookmark: _Toc200551638]3.4 Ethical considerations 
The research was designed to be ethically low risk, with no human participants involved and no sensitive data collected. All data used are either publicly available or derived from direct observations during the placement. The study complies with the UWTSD Research Ethics and Integrity Code of Practice and adheres to the principles of the GDPR where applicable. An ethics approval form was submitted and received prior to the commencement of the study.
[bookmark: _Toc200551639]3.5 Limitations 
The case study approach offers detailed, context-rich insights; however, it also presents certain limitations. The most significant of these is the issue of generalisability (Collis and Hussey, 2014). Findings from the Coldra Court case study may not be applicable to other hotels, particularly those with different operational scales or located in different geographic contexts. Additionally, case studies inherently carry a risk of subjectivity, as the analysis relies heavily on the researcher’s interpretation (Saunders et al., 2012). Furthermore, the focus on a single entity restricts opportunities for comparative benchmarking across multiple organisations (Cottrell, 2014). These constraints must be recognised and considered when drawing broader conclusions from the findings.


[bookmark: _Toc200551640]4. Case Study Analysis – Coldra Court Hotel
[bookmark: _Toc200551641]4.1 Overview of Coldra Court Hotel
[image: A aerial view of a building

AI-generated content may be incorrect.]Coldra Court Hotel is located near the Celtic Manor Resort in Newport, South Wales. It is a mid-range property operated by the Celtic Collection, offering comfortable bedrooms, a health club, a Southern-inspired smokehouse restaurant, a swimming pool, and a gym (Coldra Court Hotel, 2025). With a total of 148 guestrooms, the hotel also features a fitness suite, meeting rooms, and an indoor pool.
[image: Coldra Court Hotel by Celtic Manor, Newport (updated prices 2025)] 
Figure 1: Location of the Hotel
Strategically situated along the M4 corridor, it caters to a diverse clientele, including leisure visitors, business clients, and sports groups. While the hotel benefits from its connection to the broader Celtic Collection, which raises guest expectations for service, it retains a relatively independent identity, focusing more on budget-conscious offerings (O’Toole, 2023).
The hotel’s operational ethos reflects that of many mid-scale UK hotels, seeking to balance affordability with professional service delivery (O’Toole, 2023). This positioning is particularly relevant when examining its health, safety, and privacy (HSP) practices and policies, especially in a landscape where global events such as the Coronavirus pandemic and increased exposure to cyber-attacks have heightened the value placed on these factors. Consequently, the hotel’s ability to implement and maintain robust HSP practices plays a critical role in shaping both its internal culture and external brand perception.


[bookmark: _Toc200551642]4.2 SWOT Analysis
The table below summarises the key strengths, weaknesses, threats, and opportunities of the hotel – 
	Strengths
	Weaknesses

	· Affiliation with The Celtic Collection
· Location 
· Good facilities
· Service quality 
· Dedication 
· Room variety 
	· Out-dated room furnishings in certain areas
· Dated bathrooms
· Limited digital check-in/out facilities
· Upper floors accessible by stairs only for some areas
· Limited room service

	Opportunities
	Threats

	· Leverage ICC Wales Proximity
· Golf tourism focus 
· Sustainability initiatives
· Technological leverages 
· Industry standards such as ISO 31030 for travel risk management
· Online and AI levered options. 
	· Competition
· Economic downturns
· Changes in travel trends and higher levels of expectations
· Infrastructure issues
· Staff shortages
· Data privacy breaches 



Strengths
Coldra Court Hotel benefits significantly from its affiliation with The Celtic Collection, a reputable hospitality brand in Wales (Coldra Court Hotel, 2025). This connection ensures access to group-wide policies, resources, and a level of guest trust associated with the larger brand. Its strategic location near key attractions such as ICC Wales and the Celtic Manor Resort provides an additional advantage in attracting both leisure and business travellers. The hotel offers good facilities, including a fitness suite, conference rooms, and a popular restaurant. Staff are frequently commended for their service quality and dedication, contributing positively to the overall guest experience (O’Toole, 2023). Furthermore, the variety of room options allows the hotel to cater to diverse market segments, from individual business travellers to families and sports teams.
Weaknesses
However, the hotel does face several operational constraints. Certain rooms suffer from outdated furnishings and ageing bathrooms, which can negatively affect perceptions of cleanliness and safety. The absence of digital check-in and check-out facilities is a significant drawback in an era where contactless services are increasingly valued (O’Neill, 2024). Accessibility limitations are also evident, with some upper floors only accessible via stairs (TripAdvisor, 2024). This poses challenges for guests with mobility issues, raising concerns regarding inclusivity and safety. Finally, limited room service options restrict guest convenience, particularly for those who prioritise private, in-room dining for reasons of health or privacy.
Opportunities
Coldra Court Hotel can capitalise on its proximity to the International Convention Centre Wales (ICCW) (Moody, 2019) to attract business conferences and events, while also tapping into golf tourism by aligning with Celtic Manor’s renowned golf courses. Emerging sustainability initiatives and technological innovations present opportunities to improve operational efficiency, such as through the adoption of smart room features and energy-saving systems. Embracing international standards, such as ISO 31030 for travel risk management, could further enhance the hotel’s credibility (Alert Media, 2024). Finally, as digital media becomes increasingly influential, leveraging online channels and incorporating artificial intelligence (AI) can significantly improve check-in/out processes, provide personalised recommendations, and drive broader customer engagement (Bag et al., 2022).
Threats
Externally, the hotel must contend with intense competition from both local independent hotels and larger chains. Economic downturns and evolving travel trends have heightened guest expectations, with many seeking greater value for money. This places considerable pressure on service innovation and delivery. Additionally, infrastructure challenges such as maintenance delays, Wi-Fi instability, and ongoing staff shortages can undermine service consistency (Luther, 2024). Furthermore, data privacy breaches present both legal and reputational risks, particularly as guest expectations around digital security continue to rise (PwC, 2024).

[bookmark: _Toc200551643]4.3 PEST Analysis
Political
In terms of overall government support, the Welsh Government actively fosters the visitor economy. The "Welcome to Wales" plan exemplifies this commitment, including investments such as the £50 million Wales Tourism Investment Fund (Komorowski, 2021). Furthermore, due to the greater opportunities in the south-east region of Wales, which accounts for approximately 44% of tourism contributions, the government places additional focus and resources on this area (GOV.WALES, 2024).
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Figure 2: Tourism focus in Wales
At present, there is an ongoing discussion around business rate relief and potential changes to VAT, which will have an impact on tourism businesses (CIOT, 2025). The Welsh Government is also considering the introduction of a local tourism levy, which, if implemented, would add to the cost for guests (Osti and Gwilym, 2024). Employment legislation in Wales is robust and strongly supports the rights of workers. Lastly, although free movement has ended due to Brexit, Visit Wales continues to play a crucial role in projecting a positive image of Wales internationally. Consequently, there is a pressing need to strengthen immigration policies to address current labour challenges within the hospitality sector.
Economic 
To begin with, the cost-of-living pressures in the UK significantly challenge residents’ ability to spend on non-essential items such as tourism.
[image: Rising cost of living in the UK - House of Commons Library]
Figure 3: Rise of consumer prices (Devine et al., 2024)
The data indicates that consumer prices in the UK have risen by over 20 per cent in just three years from 2021 to 2024 (Devine et al., 2024). Consequently, this has resulted in more value-conscious travellers and a potential decline in the economy segment. Additionally, higher inflation and energy prices are detrimental to both tourism industry players and visitors. For Coldra Court, as a mid-to-upscale offering, it is essential to adapt its value proposition accordingly. Although the Bank of England made a slight interest rate cut in late 2024, the broader economic outlook suggests that businesses should invest cautiously. Encouragingly, the Wales Tourism Business Barometer notes that approximately two in five operators plan to invest in product improvements in 2025 (GOV.WALES, 2025), indicating some confidence in the sector. Finally, a weaker pound makes the UK more attractive to international visitors, potentially boosting inbound tourism (Panjwani, 2025). Coldra Court, given its connection to a major international convention centre, is particularly well positioned to benefit from this trend.
Social 
Travellers today increasingly seek personalised, experience-driven stays. There is a growing demand for wellness options, such as gyms and healthy food (Visit Britain, 2025), making Coldra Court’s gym and pool valuable assets. Eco-conscious guests also favour hotels with sustainable practices, and Coldra Court’s use of heat pumps and solar panels aligns well with these expectations. The rise of “bleisure” travel, which blends work and leisure, presents further opportunities, particularly given the hotel’s meeting facilities (WTTC, 2025). While staff shortages remain a concern, focusing on employee well-being could provide a competitive edge. Additionally, demographic shifts, especially among Gen Z, require more tailored marketing and services. Guests are also spending more on special occasions and bespoke experiences (Statista, 2024), indicating potential for premium, bundled offerings. Understanding and adapting to these evolving behaviours will be key to future success.
Technological 
Technology is rapidly transforming the hospitality sector. Artificial intelligence and machine learning are now being used to personalise services and improve revenue forecasts (Hitchcock Michalski, 2024). Contactless options, such as mobile check-in and payments, have become standard expectations among guests, and it is essential for Coldra Court to adopt these in order to remain competitive. Smart room technology also enhances comfort and can deliver energy savings. Omnichannel platforms enable hotels to communicate with guests through email, SMS, and apps, ensuring a smoother service experience. With increased data handling, cybersecurity has become critical (Thomas, 2024), underscoring the importance of robust GDPR compliance. Although still in the early stages, robots are starting to appear in cleaning and service tasks, offering promising future efficiencies (Thomas, 2024).
[image: A graph of a market size

AI-generated content may be incorrect.]
Figure 4: Virtual tourism market (Wadhwani and Ambekar, 2024)
Virtual reality (VR) tours are also gaining traction, allowing potential guests to visualise rooms and amenities before making a booking. The market for virtual tours is experiencing significant growth, with a compound annual growth rate (CAGR) of 26.4% and projected to reach USD 5.7 billion by 2032 (Wadhwani and Ambekar, 2024). If adopted strategically by Coldra Court, these tools could enhance engagement, improve guest satisfaction, and strengthen the brand image.
[bookmark: _Toc200551644]4.4 Competitor Analysis
There are several key competitors in the area that are easily observable by guests before making their decisions. These include:
· The Celtic Manor Resort: A luxury, five-star resort offering a full range of leisure, dining, and conference facilities. It sets a high benchmark for guest expectations and overall experience.
· Holiday Inn Newport: A mid-range offering located nearby, popular with both business and leisure travellers seeking reliable brand standards and convenient access.
· Premier Inn Newport Wales: Positioned as a budget-friendly option, it appeals to value-conscious guests who prioritise affordability over full-service features.
· The Parkway Hotel & Spa: A four-star independent hotel with a focus on spa and wellness experiences, catering to guests seeking relaxation and personal care.
· Travelodge Newport: A well-known budget chain that provides basic amenities and competitive rates, appealing to short-stay and budget travellers.
These properties each have distinct strengths and target markets, presenting a competitive landscape that Coldra Court must navigate to retain and grow its share of the mid-scale segment.
[bookmark: _Toc200551645]4.5 Observational Insights from Placement
Key Findings from the Overall Observation
· Hygiene Protocols: Public areas were routinely cleaned, particularly the lobby and gym, with housekeeping staff adhering to a comprehensive checklist. However, supervisor spot checks appeared infrequent on busy days, potentially impacting consistency.
· Staff Preparedness: Front-desk staff demonstrated strong training in emergency protocols and GDPR compliance. However, there were notable variations in back-of-house awareness, particularly in laundry and maintenance, where some staff members displayed limited understanding of data handling and evacuation routes.
· Privacy Practices: Guest records were managed digitally, yet physical printouts—such as conference attendee lists—were often visible at reception, posing potential privacy risks. Additionally, key cards were neither encrypted nor personalised, making it difficult to ensure transparent room entry traceability.
· Technological Limitations: Coldra Court currently lacks app-based booking modification and mobile room access—features that are seamlessly available at Celtic Manor’s flagship property. This gap highlights an area requiring focused attention.
[bookmark: _Toc200551646]4.6 Health and Safety Review
The Health and Safety Executive (HSE, 2023) sets the baseline for hotel compliance in the UK. From the review conducted, Coldra Court meets fire safety and first aid standards, indicating a solid position regarding these fundamental requirements. However, lifting processes remain entirely manual, and housekeeping carts are not ergonomically designed. Staff have reported fatigue after repeated rounds per shift, which suggests potential ergonomic concerns. There were also observed slip hazards, notably in areas near the pool where non-slip mats were initially absent during the observation period. Although this issue was subsequently resolved, it demonstrates a reactive rather than proactive approach to safety measures. Finally, emergency exit signage was generally compliant but inconsistently lit, especially near service corridors. While Coldra Court’s overall health and safety practices align with HSE expectations, these specific issues highlight areas in need of immediate attention.
[bookmark: _Toc200551647]4.7 Data Privacy and Digital Security Practices
Coldra Court complies with the UK GDPR framework and follows the overarching group policy. However, several concerns emerge. Firstly, open-access, unsecured Wi-Fi is available in public areas, which poses a risk of data interception. Secondly, while CCTV cameras are installed in communal spaces, there is minimal signage informing guests about surveillance coverage or data storage duration. This potentially breaches transparency clauses under GDPR. Thirdly, the hotel’s connections with third-party platforms, which often collect guest data independently, create complexity in data sharing and accountability. Coldra Court does not provide a clear data processing statement during check-in, which is a missed opportunity for compliance and guest reassurance. A fourth issue is the lack of staff training on digital privacy protocols. Observations during the placement period indicated that some front-desk staff were unsure about data retention policies or guests’ rights under GDPR, increasing the risk of unintentional non-compliance. Finally, the hotel lacks two-factor authentication and password expiry systems for internal access to booking systems or staff portals. This vulnerability weakens internal cybersecurity and exposes the hotel to unauthorised access if login credentials are compromised.
[bookmark: _Toc200551648]4.8 Cultural and Organisational Influences 
The Celtic Collection promotes a top-down safety culture, where senior managers set the tone for compliance. However, Coldra Court’s team is relatively small and operates with a decentralised structure. This creates a reliance on informal supervision and peer communication. During peak times, these dynamics often translate to:
· Safety procedures being sidelined due to time pressures.
· Shortcuts in training for temporary staff or weekend shifts.
· Over-reliance on veteran staff for mentoring, without formal evaluation.
Cooper et al. (2019) argue that a hotel’s internal safety culture is only as robust as its most fragile practice. Hence, it is crucial to ensure consistency and a structured approach to health, safety, and privacy measures.
[bookmark: _Toc200551649]4.9 Summary of Key Findings
In summary, the case study reveals that Coldra Court Hotel meets several baseline standards for health, safety, and privacy. However, it faces notable gaps in digital infrastructure and policy enforcement. Key strengths include its strategic location, affiliation with The Celtic Collection, and core hygiene practices. Conversely, challenges such as unsecured Wi-Fi, the lack of mobile check-in, and inconsistent staff training need to be addressed. Improving these areas will strengthen guest trust, ensure compliance, and enhance competitive positioning.
[bookmark: _Toc200551650]4.10 Opportunities for Improvement
There are several opportunities for improvement, including:
· Installing secure, guest-segmented Wi-Fi networks.
· Introducing mobile check-in and digital key card systems.
· Conducting quarterly health, safety, and privacy (HSP) training refreshers for all staff.
· Appointing a designated HSP officer to oversee compliance and implementation.
· Implementing staff feedback loops to identify and address operational risks proactively.
· Clearly displaying privacy policies and CCTV notices to enhance transparency.
[bookmark: _Toc200551651]5. Discussion 
[bookmark: _Toc200551652]5.1 Introduction
The focus of this discussion chapter is to critically interpret and analyse the findings in relation to Coldra Court Hotel’s health, safety, and privacy (HSP) practices. This discussion will also consider relevant academic and industry literature on HSP within the hospitality sector. The analysis is structured thematically, ensuring that key operational insights are grounded in real-world practices and contextualised within the broader hospitality literature.
[bookmark: _Toc200551653]5.2 Health and Hygiene Standards: Compliance, Gaps, and Guest Perception
The overall case findings indicate that Coldra Court Hotel meets baseline protocols for health and hygiene. Daily sanitation routines are in place for public areas, visible cleaning is evident in the reception and gym areas, and housekeeping staff consistently follow daily checklists. These practices align with the post-COVID hygiene expectations outlined by Jiang and Wen (2020), who emphasise that hygiene is now as important as room comfort in driving guest satisfaction. However, observations during the placement period reveal certain gaps in supervisory consistency. Irregular spot checks, particularly during peak hours, suggest that while hygiene standards are well-designed, they are not always enforced systematically.
Additionally, the hotel’s dated bathrooms and outmoded room furnishings negatively influence guest perceptions of cleanliness and safety. Pizam et al. (2014) argue that visible cleanliness alone does not assure guests; the overall room condition and maintenance play a crucial role in perceived hygiene. Coldra Court’s delay in refurbishing these areas risks undermining the hotel’s broader hygiene message. This may be partly due to the hotel’s mid-range positioning, which can create financial or strategic resistance to large-scale renovations.
Finally, while the hotel adheres to national regulations, it lacks external certifications such as the SafeStay label. According to Naumov et al. (2021), third-party validations serve as important trust signals in the modern, hygiene-focused market. The absence of these certifications diminishes Coldra Court’s ability to stand out in a competitive landscape where guests increasingly expect verifiable safety and cleanliness measures. In summary, while operational hygiene practices meet regulatory requirements, gaps in enforcement, room quality, and third-party endorsements may weaken the hotel’s competitive position.
[bookmark: _Toc200551654]5.3 Safety Management: Preparedness and Shortcomings
Guest safety at Coldra Court Hotel presents a mixed picture. On one hand, the hotel has well-defined fire evacuation protocols, emergency signage, and trained front-desk staff. These measures are consistent with the legal obligations outlined in the Health and Safety at Work Act 1974 and the recommended practices by Enz (2009). However, closer examination reveals several operational shortcomings.
For example, the ergonomic design of equipment such as housekeeping trolleys is substandard, which can lead to fatigue-related complaints among staff. Similar issues were noted with the lack of non-slip flooring near the pool and poor lighting near service exits, implying a reactive rather than proactive approach to safety. This approach is contrary to the systems-based, preventive safety culture recommended by Abedsoltan et al. (2024) and supported by ISO 31030.
Another notable gap is the absence of a dedicated health and safety officer. Safety responsibilities are dispersed across departments, resulting in fragmented implementation and oversight. This supports Cooper et al.'s (2019) claim that an organisation’s safety culture is only as effective as its weakest point. Informal supervision and training shortcuts, particularly during busy periods, further compromise safety. Kim et al. (2021) also highlight how safety compliance tends to diminish in resource-constrained environments.
Guest reviews reveal uncertainty about visible safety measures, particularly signage and emergency protocols. This suggests a need for a more transparent, communicative safety culture that actively informs guests about safety systems, as advocated by Kim, Kim, and Lee (2021). In conclusion, while Coldra Court meets the basic legal safety standards, gaps in ergonomic practices, dedicated oversight, and guest communication undermine its overall safety performance. Addressing these issues would strengthen the hotel’s operational resilience and guest trust.
[bookmark: _Toc200551655]5.4 Privacy and Data Protection
In the overall analysis, perhaps the most concerning finding is the lack of a robust digital privacy infrastructure at Coldra Court. Although the hotel claims to comply with UK GDPR regulations in principle, in practice, its application is inconsistent. While guest data is managed digitally, unsecured public Wi-Fi, visible printouts of guest lists, and minimal CCTV signage highlight serious lapses in transparency and security. This gap echoes the observations of Sigala (2018) and Florido-Benítez (2024), who noted that mid-scale hotels often underinvest in cybersecurity due to budget and technical constraints. Despite the broader commitment of The Celtic Collection to these matters, Coldra Court’s digital safeguards remain inadequate.
Another issue identified is the hotel’s reliance on third-party booking platforms, which is commonplace in the modern hospitality sector. However, Coldra Court lacks clear and visible privacy disclosures for these platforms. Guests booking through services like Booking.com may be unaware of exactly who controls and processes their personal data, creating an ambiguity that violates the data minimisation and accountability principles supported by Pipyros and Liasidou (2025). Moreover, no data processing statement is displayed at check-in, which is a fundamental aspect of compliance under GDPR.
Beyond these structural weaknesses, staff awareness of data protection is also lacking. Observations indicated that some employees mishandled printed guest lists and were unsure about data retention periods. This highlights the need for improved staff training in data governance—an area that Tussyadiah and Miller (2019) argue is as much about human practice as it is about technology. Additionally, the absence of two-factor authentication and password expiry protocols at Coldra Court is a critical gap, particularly given that many of its competitors have already adopted these essential measures.
In an era of increasing cyber threats, failing to secure guest data not only risks legal non-compliance but also damages trust and reputation. Addressing these privacy gaps is essential if Coldra Court is to maintain competitive parity and protect both guests and the business itself.
[bookmark: _Toc200551656]5.5 Technology Integration: Opportunities and Lags 
Technological integration is a critical enabler of both safety and privacy. While Coldra Court does have some essential technological systems in place, there remains significant underdevelopment in this area. Observations during the placement revealed a notable absence of app-based services such as mobile check-in, contactless payment, or digital room keys. This is a marked contrast to the trends identified by Buhalis et al. (2023), who argue that the hospitality industry is being transformed by disruptive technologies, particularly in the wake of the pandemic, to deliver more seamless and low-contact experiences.
The hotel’s continued reliance on paper-based systems and physical keys does more than simply affect guest convenience; it also weakens traceability, which is a fundamental element of hotel management. Traceability supports not only guest data audits but also the investigation of safety incidents. In this regard, the current practice at Coldra Court falls short of modern expectations.
Moreover, the Internet of Things (IoT) capabilities at Coldra Court are underutilised. Ivanov and Webster (2019) highlight that IoT applications present major opportunities for hotels to boost energy efficiency, automate safety alerts, and tailor guest environments to individual needs. However, these advancements have yet to be fully leveraged at Coldra Court. Similarly, the absence of virtual reality (VR) room tours and AI-powered chatbots is a missed opportunity, particularly given the rising demand for immersive experiences.
This omission is somewhat understandable given the hotel’s mid-range market positioning. However, Wadhwani and Ambekar (2024) forecast a 26.4% CAGR in the VR tourism sector, indicating that VR technology is becoming not just a luxury but a viable commercial differentiator. Therefore, adopting such technologies should not be seen merely as a cost but as a strategic investment—one that enhances guest trust, improves operational efficiency, and reinforces Coldra Court’s competitive edge.
[bookmark: _Toc200551657]5.6 Staff Engagement and Safety Culture 
Staff at Coldra Court are generally described as courteous and responsive. However, there is a noticeable lack of consistency in training and accountability. While front-line employees are usually well-informed about health, safety and privacy (HSP) protocols, back-of-house staff often display gaps in their knowledge of compliance measures. This inconsistency can be attributed to the fact that training is not routinely refreshed, nor is there a formal mentorship system or dedicated safety ambassador role. As a result, there is an over-reliance on senior staff for informal guidance.
These observations align with the findings of Chan and Hsu (2016) and Naji et al. (2022), who argue that a robust safety culture is not built solely through policies but also through shared understanding and continuous reinforcement. The absence of a structured approach at Coldra Court weakens the hotel’s ability to foster this kind of culture.
Additionally, there is no formal mechanism for capturing anonymous staff feedback or near-miss reports. This omission undermines a culture of open communication, as employees may identify safety or privacy concerns but lack a safe channel to report them without fear of repercussions. Cooper et al. (2019) highlight that feedback loops are crucial for proactive risk management, suggesting that the absence of these structures could lead to critical oversights.
Addressing these shortcomings requires more than just updating protocols. It calls for leadership commitment, ongoing staff development, and clear lines of accountability. Only through such measures can Coldra Court fully embed a culture of continuous improvement and ensure that staff across all levels feel empowered to act on safety and privacy concerns.
[bookmark: _Toc200551658]5.7 Competitor Benchmarking 
Compared to key competitors such as Holiday Inn Newport and Premier Inn, Coldra Court occupies an ambiguous middle ground. Holiday Inn benefits from the centralised safety protocols and advanced digital frameworks provided by IHG, giving it a clear operational advantage. In contrast, Coldra Court faces the challenges of a decentralised structure, which creates variability in how health, safety, and privacy (HSP) measures are implemented and enforced.
Premier Inn, while not offering the most luxurious amenities, maintains a consistently high standard of basic hygiene and safety. This consistency appeals to value-conscious guests who prioritise predictability and cleanliness. Coldra Court, meanwhile, boasts superior amenities such as a gym and swimming pool, but it lacks the same level of visible, consistent standards. This gap in visibility can erode trust and may confuse customers who expect either advanced digital services or clear third-party certifications as reassurance.
Digital tools at Coldra Court are also notably less developed compared to these competitors. Where Holiday Inn and Premier Inn leverage digital check-in systems, contactless payments, and robust booking platforms, Coldra Court still relies heavily on traditional methods. This discrepancy can undermine guest confidence, especially among tech-savvy travellers who increasingly view such tools as standard.
Overall, these observations suggest a disconnect at Coldra Court: the hotel has access to best-in-class systems and brand potential through its affiliation with The Celtic Collection, yet it appears to lag in translating these resources into operational excellence. This misalignment between brand positioning and execution risks diluting Coldra Court’s competitive advantage in a market where digital competence and visible safety assurances are becoming non-negotiable.
[bookmark: _Toc200551659]5.8 Guest Satisfaction and Behavioural Implications 
It is quite apparent that the health, safety, and privacy standards at Coldra Court directly impact guest satisfaction. Guests value visible cleanliness and the friendliness of the staff, which are crucial factors in building trust and comfort during their stay. However, shortcomings in areas such as room cleanliness, safety signage, and data privacy have the potential to erode that trust and comfort.
Indirectly, delays in maintenance, outdated furnishings, and a lack of digital conveniences can also affect guests’ perception of the hotel’s professionalism and reliability. Reviews on platforms like TripAdvisor and Booking.com reflect this duality. On one hand, guests express appreciation for the hotel’s service quality, noting that the staff’s warmth contributes positively to their experience. On the other hand, they also question the consistency of hygiene practices and highlight the hotel’s lagging digital infrastructure.
These findings align with Pizam et al.’s (2014) argument that satisfaction in hospitality is multi-dimensional, sensitive to both the physical environment and intangible cues like data security and operational reliability. Furthermore, the absence of visible efforts to uphold privacy and safety standards could limit the hotel’s appeal to younger, tech-savvy travellers and business guests, who place a high premium on control, efficiency, and data security.

[bookmark: _Toc200551660]5.9 Addressing the Research Questions 
This research aimed to evaluate the health, safety, and privacy (HSP) standards at Coldra Court Hotel and their effect on guest satisfaction. After thorough analysis and discussion, while Coldra Court adheres to basic HSP rules complying with UK health and safety regulations and GDPR frameworks its implementation is inconsistent. Several industry best practices are also notably absent.
Moreover, the findings reveal that HSP standards significantly influence guest behaviour. Positive experiences tend to arise from the hotel’s staff service and the cleanliness of public areas, both of which play a key role in shaping perceptions of care and reliability. However, dissatisfaction is often linked to the hotel’s outdated infrastructure, lack of structured safety practices, limited transparency in privacy policies, and absence of modern digital tools.
These shortcomings have a tangible impact on guest trust, satisfaction, and the likelihood of repeat bookings. It suggests that Coldra Court must address these operational gaps if it wishes to enhance guest loyalty and remain competitive in an increasingly digital and safety-conscious hospitality sector.
[bookmark: _Toc200551661]5.10 Summary 
In summary, the discussion highlights that although Coldra Court meets the core regulatory standards, it does not fully align with the evolving expectations of guests in areas such as technology, data protection, and consistent staff training. Furthermore, despite its position within a strong brand group, the hotel does not fully leverage this operationally. Enhancements in digital privacy measures, a stronger safety culture, and improved technological adoption will not only elevate guest satisfaction but also bolster the hotel’s market positioning and ensure stronger regulatory compliance.











[bookmark: _Toc200551662]6. Conclusion and Recommendations
[bookmark: _Toc200551663]6.1 Conclusion
This research set out to critically evaluate the health, safety, and privacy practices at Coldra Court Hotel, a mid-range property in South-East Wales. The analysis also aimed to assess the implications of these practices on guest satisfaction and operational performance. Findings from placement activities and secondary sources indicate that while Coldra Court complies with basic regulatory standards—such as the Health and Safety at Work Act 1974 and the UK GDPR—there remain significant operational and infrastructural gaps that hinder its ability to meet modern guest expectations.
The hotel boasts certain key strengths, including its strategic location and its affiliation with The Celtic Collection. However, it also exhibits notable weaknesses, such as dated infrastructure, inconsistent hygiene enforcement, unsecured public Wi-Fi, the absence of contactless services, and limited transparency regarding data practices. These shortcomings have a critical impact on both safety and privacy perceptions.
The findings strongly suggest that Coldra Court has yet to fully align with best practices such as proactive risk management, digital transformation, and a robust management and safety culture. Furthermore, the analysis found that guests increasingly value visible, trustworthy safety practices and seamless digital interactions—areas where Coldra Court currently lags. Staff training consistency is another area of concern.
As a result, there are challenges to the hotel’s brand reputation, guest loyalty, and operational efficiency. It can therefore be concluded that Coldra Court Hotel must move beyond basic compliance and invest in integrated, guest-centric HSP systems. Doing so will not only enhance guest satisfaction but also improve operational reliability, risk mitigation, and long-term competitiveness within the regional and national hospitality market.
[bookmark: _Toc200551664]6.2 Recommendations and Practical Strategies
After conducting this study and analysing the findings, several recommendations and strategies have emerged that the hotel can adopt to enhance its health, safety, and privacy standards. They are:
Digital Privacy and Cybersecurity
· It is crucial that open-access networks are highly exposed to guest data interception. Therefore, there must be a secure network with guest and staff segmentation, firewalls, and data encryption as standard.
· Coldra Court must provide clear, concise data processing information, combining the check-in and online booking activities, in line with Article 13 of the UK GDPR.
· There should be a process whereby staff members undergo mandatory password resets to ensure security is strengthened.
· Staff training and digital data handling procedures need to be improved. Front desk, housekeeping, and administrative personnel must undergo compulsory training on data protection, breach notification, and retention policies.
Modernising Health and Safety Protocols
· There should be certain ergonomic upgrades. The hotel must replace outdated housekeeping trolleys and lifting equipment. The design and layout must be structured in a way that reduces injury risk and staff fatigue.
· Coldra Court needs to conduct regular and documented spot checks. There must be supervisory consistency by requiring all shift managers to carry out hygiene and safety checks using a digital tracking system.
· It also needs to install high-quality non-slip mats around the pool, kitchen, and laundry areas to ensure slip resistance.
· Through a proper and balanced system, it should ensure that lighting, signage, and evacuation routes are tested and recorded in line with HSE guidelines.
· Lastly, there should be a dedicated health and safety officer who will be responsible for overseeing safety protocols, incident reporting, and compliance monitoring.
Technological Integration 
· There must be an introduction of digital key cards and mobile check-in/out systems. The implementation of app-based check-in systems and contactless key cards will help to reduce queues and improve the overall level of hygiene. It will meet modern guest expectations.
· AI should be used to handle basic guest queries. It will ensure that human staff can focus more on value-added activities related to guest interactions.
· Smart room features are crucial in today’s hotels. Therefore, Coldra Court should begin by trialling IoT-enabled room controls to manage air conditioning, lighting, and other features.
· Similarly, there should be trial practices of a 360° virtual experience on the website to increase conversions and demonstrate transparency.
Safety Culture and Staff Training 
· All departments should undergo quarterly updates on protocols, including hygiene practices and privacy awareness measures currently utilised by hotels that are better positioned to meet customer needs.
· Coldra Court must create an anonymous online platform that enables employees to report near misses, privacy concerns, or safety risks without fear of reprisal.
· A safety ambassador programme could be a valuable option for Coldra Court It should appoint departmental representatives to support improved enforcement and promote engagement with these practices.
· Lastly, there should be an evaluation of employees’ effectiveness following training. This will ensure knowledge retention and accountability.
Communication and Transparency 
· Transparency enhances guest comfort and supports GDPR compliance. Consequently, the hotel should display clear CCTV signage along with information on data retention.
· Informed guests are more confident. Therefore, it is essential to use in-room brochures and website banners to highlight safety certifications, cleaning procedures, and privacy commitments.
· Coldra Court ought to include questions about safety, privacy, and hygiene in post-stay surveys and address suggestions with practical improvements.
· Lastly, adopting some third-party certification schemes may help to build public trust and differentiate the hotel from its competitors.


Strategic Operational Alignment 
· There should be regular benchmarking activities incorporating competitor comparisons. The comparison should include compliance points of relevant regulations to determine what competitors are achieving and what Coldra Court is lacking.
· It can advocate within the Celtic Collection for shared digital infrastructure and technology procurement initiatives to reduce overall costs.
· There should be some customisable packages aimed at health-conscious and business travellers, such as wellness-focused rooms and bleisure bundles.
· Lastly, there should be a phased HSP improvement roadmap with short to long-term goals, complete with budgets and KPIs.
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