Hospitality and Guest Service Management

The importance of ‘hospitality provision and service experience’ in Tourism and Events
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[bookmark: _Toc161925619]Introduction 
This report explores the two most luxurious hotels based in Swansea, Delta Marriott hotel and Morgans hotel. From visiting the hotels and contrasting a number of reviews through Tripadvisor, the report examines the similarities and dissimilarities between the two hotels. By the end of the report there will be a number of recommendations through looking into researchers and different techniques in order to provide the best quality service. This report will mainly focus on research into guest service, service culture, industry trends and hospitality provision within the two luxurious hotels.  
[bookmark: _Toc161925620]Hospitality provision  
Collins dictionary states guest service is the services, amenities and help a hotel provides for its guests. It is often assumed that service and hospitality are the same, although A., Dolce (2018) defines the difference as she states that service is a skill and hospitality is a spirit. Pezzotti., G (2012) suggests that hospitality is qualitative, whereas service is more quantitative. This statement is similar to what A., Dolce (2018) voices as service is based on a creative and encompassing function with many delicacy’s. Compared to hospitality, which is about small details that turn a guest’s ordinary stay to an extraordinary stay. From first visiting Morgans it was evident that there were high levels of guest service through simple assistance and maintaining standards. The Regional manager Kate Bowen expresses that Morgans attempts to make customers feel part of the family, achieved by the staff becoming acquainted with guest. Delta Marriott presents their exceptional guest service by providing customers with constant activation on social media in order to connect with customers. However, there’s a lack of events hosted by the company due to the customer’s reluctance for events. The hotel has minimized their events to conferences desired by business’s. Presenting this consideration, the hotel is capable of understanding what their markets wants. GCD2311 (2021) on Tripadvisor expresses their satisfaction with the guest service in Delta Marriott as “highly commendable”. Looking at Morgans, Pauline G (2023) on Tripadvisor conveys that the staff were “amazing” and very efficient as there was an issue and within five minutes it was dealt with immediately. All customers have varied preferences, making it difficult for hotels to achieve them all. Although, both hotels are positive examples on how other hotels based in Swansea should aim to perform service and hospitality. The two hotels would largely benefit from looking into Disney’s approach to quality service; “The Quality Service Compass”. The compass focuses on Guestology, Quality Standards, Delivery Systems and Integration (appendix 1). With the use of carrying this system out the two hotels will manage to exceed their guest’s expectations with their quality service (T.B., Kinni 1956 p, 27) 
[bookmark: _Toc161925621]Industry trends 
The main industry trends within the hospitality industry is technology due to the enormous role it plays in society. The industry has been led to improve its field to cater to a rapidly changing customer base, who look for meaningful local experiences and personalized services (Salazar., A 2018). To cope with these trends, it can lead managers to have a proactive approach on strategies and operational decisions enhancing competitiveness (Salazar., A 2018). Despite luxury hotels being known for offering personalized services, they actively implemented technologies to enhance guest experiences. R., Srinivasa (2014) looks into changing strategies due to trends arising, stating companies have looked into increasing F&B (food and beverage) costs increasing revenue within hospitality companies. Reflecting on Morgans organising an event every year for Beaujolais day, providing a fun night including a five-course meal to the community of Swansea. Bringing in revenue and attracting a number of individuals around Swansea and neighbouring cities. S., Hyejo Hailey and J,. Miyoung (2022) explored impacts of technology on guest satisfaction and loyalty, finding that luxury organizations should consider suitable option between image and technology increasing guest’s values, satisfaction and loyalty. In spite of Morgans clear website outline, customers still prefer contacting reception due to the high quality of personal interaction. The hotels main demographic is middle aged business travellers, who prefer an efficient interaction through the telephone. Employees of Morgans hotel attend a weekly meeting discussing the data base within the week, showing elements that should be altered, implementing both guest service strategies and technology use. From visiting Delta Marriott, it was evident the hotel mostly runs on staff rather than technology similar to Morgans. The main use of technology is to help the organisation stay sustainable. With the use of a recyclable bin in the kitchen, detecting the amount of waste and finance being discarded, accommodating the organization to find strategies to decrease these numbers. The hotel has an app called Marriott bonvoy, allowing customers to connect with the reception and other elements within the hotel. Delta Marriott use the Guest Experience Platform (GXP) which is a data base for employees to analyse customer’s previous experiences and preferences, allowing other Marriot hotels to understanding what requirements will need to meet. It is stated by a solo traveller (2024) through Tripadvisor that technology in Delta Marriott needs updating due to issues with the television and telephone. Leighton., J (2023) mentions that customer service was “poor unless you used a smart phone”, as well as there not being a telephone in the room. Both hotels lack customer satisfaction and expectation due to technology. This isn’t to say that all customers have the same preferences, although providing functioning technology and other amenities is a necessity. 
[bookmark: _Toc161925622]Service culture 
E., Edward (2022) states that Service culture is the shared values, attitudes and beliefs guiding an organization’s exchange with customers. T., Saloomeh, W., Jonathan and I., Hadyn (2016) gathered that there are multiple cultures overlapping in some companies. Companies have become more understanding upon the dissimilar cultures around the world, for this reason there have been new training systems to better navigate these cultures. Both hotels are family orientated cultures. Delta Marriot use Guest Experience Platform (GXP) positioning the company to provide a specific customer with certain needs. In the long term, making the customer feel valued, demonstrating well-built organizational communication, maintaining standard and making customers feel part of this family. This compares to Morgans hotel, as their only source of information or feedback from customers is Tripadvisor and knowledge of what their customers express through contacting the hotel. Morgans hotel lacks in keeping updated information of their customers putting them at a disadvantage within the industry. On the other hand, Morgans hotel isn’t chain of hotels, leading them to having a smaller customer base. Due to a compact customer base, the organization may recognize previous customers creating emotions of appreciation and value from customers due to this recognition. Additionally, the nurturing, personal touch and unique atmosphere of the organization creates comfort and sense of being part of the family within customers

[bookmark: _Toc161925623]Conclusion 
In conclusion, this report has covered the importance of hospitality provision and service experience in the industry. Looking into Delta Marriot hotel and Morgans hotel in Swansea, the similarities and dissimilarities are very evident. The hotels have shown the difficult environment of the industry, due to its constantly changing atmosphere. The report confirms that most customers value the personal interaction and local experience, rather than the desire to stay within an expensive atmosphere lacking personality. From an international student perspective Morgans provided a more unique local atmosphere compared to Delta Marriot, due to the varied environments within the building. Delta Marriot supplied a constantly similar regiment within all areas of the hotel losing the unique feel within the organization, aligning with perspectives from Salazar., A (2018).

[bookmark: _Toc161925624]Recommendation 
Considering Delta Marriott, the organization should put together events whether they are sizable or compact. Coffee sessions in the cafeteria for instance, providing customer interactions with guests or employees improving the experience and sense of being part of the Delta Marriott family. Delta Marriot in Swansea could invest in finding a unique aspect to their hotel, differentiating them from other Delta Marriot’s around the world. Morgans hotel should adapt a data base of customers who stay, similar to Guest Experience Platform (GXP) in Delta Marriot. Employees will have the chance to assist the customers re-visiting with complete knowledge of any needs, making customers feel valued and part of the family community in the organization. Customers within this generation and society expect a practical service, to provide this the two organizations should allow easy access to customer history in order for functional services (Micah Solomon 2016). As Morgans could be considered more local to Delta Marriott, arranging more annual events similar to the Beaujolais day will make the Swansea community feel part of the family. Leading to more customers becoming attracting. Both hotels must improve the technology, as equipment that is not performing to a high standard will immediately dissatisfy the customers. Due to this immediate dissatisfaction, a number of possible customers will become reluctant to attend due to the word of mouth and reviews on any travel platform, such as Tripadvisor. As mentioned previously, the two organizations should look into is Disney as their objective is to “exceed guest expectations”. This is accomplished with the four main points of their quality service compass (appendix 1). With the use of implementing and putting the compass to use within evaluation of operations, the two hotels will have stable goals in all areas of the business leading them to deliver great customer service (B-san’s Blog 2019).
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