SLIDE 10:
Hotels within the luxury sector of the hospitality industry was hit with serious obstacles during the first year of the pandemic. There was a significant decline in the occupancy of the hotels with only 41.6% of rooms booked, showing a catastrophic decrease of 57% overall. (Sinclair, 2023) Hotels in the UK are still undergoing recovery from this global setback as a result. Marina Suites saw the change within the occupancy rates, and were able to act fast, using spacial measures among guests to ensure a stress free, safe visit for staff and visitors. Forward thinking and responsibility for error are crucial for staff during training for these kind of issues.
SLIDE 11:
As well as impacts from the global pandemic, the inflation rate for hotels in the UK settled at around 3.3% in the first few months of 2025, which was over the predicted inflation rate for that quarter of the year. (Clark, 2022) Due to these continuously climbing rates, inflationary pressures and the cost-of-living crisis, this could cause a decrease in overseas holidays and a rise in rates for domestic and UK based holidays, causing a potential increase in occupancy in hotels like Marina Suites in Swansea. (lichfields-co-uk.azurewebsites.net, n.d.)
SLIDE 12: 
[bookmark: _Int_Vbv6oYTR]Marina suites have seen different industry trends come and go with time; however, the hospitality industry has settled on drive from new technology, sustainability and personalised experiences for guests. Weve been able to keep up with these trends by taking on new innovations such as paperless check-in and eco-friendly practices throughout the hotel, in order to stay competitive. We aim to continue to stay ahead of the game by embracing the change that comes our way and giving our staff the thorough training that they need and deserve. By educating our staff on service standards and the customer feedback we receive, Marina Suites will be on a path for continued success in the future, after all, the hospitality industry is everchanging, technology is advancing, and guest expectations will consistently shift. (Swiss Education Group, 2025)
SLIDE 13:
Marina suites focus a lot of attention on sustainability issues. A 2021 study found that 81% of tourists said they plan to choose sustainable accommodation options in the future. (Hollander, 2022) Therefore, with such a large percentage of visitors requiring sustainability initiatives to meet the criteria of their ‘Wow factor’ experience, Marina suites have input measures to generate as little plastic as possible. Like our sister hotel, Marina Hotel in Gran Canaria, Staff have adapted to using refillable water bottles, and the use of biodegradable single use materials has been made compulsory across the whole hotel. As well, as these changes, Marina suites have also allocated specific areas of the hotel as green areas, where care for biodiversity is at its highest. We’ve reduced our paper consumption to zero, and created a new online check-in service, optimizing our use of new technology in response to our setbacks and improving data quality and customer satisfaction. (GLOBAL OBI S.L, 2025) Making visitors aware of the changes being made to current staff and business operations assures them that Marina suites are meeting the sustainability efforts that are expected, bringing us closer to achieving the guests wow factor experience standards.
SLIDE 14:
[bookmark: _Int_WQLFQwLI][bookmark: _Int_4ybNKrZk]The expected outcome for this training would be for our staff to be equipped with enough skills to go beyond the guest's expectations, delivering that ‘wow factor’ service with every guest. Well-trained staff are able to excel customer expectations by offering upgrades and promoting sustainability to impress guests. This level of service can enhance the guests overall experience, making it more memorable and increasing guest loyalty too. (Depierraz, 2024) The other outcome we are aiming for is improved employee morale and retention. By giving our employees the correct ‘wow factor’ training, they will feel more valued and appreciated in their role, boosting their satisfaction and the guest's satisfaction all while reducing staff turnover. (EHL, 2024)
Finally, the further staff training will also strengthen Marina Suites’ brand reputation. With our staff giving consistent deliverance of the ‘wow factor’ service, the hotels positive reputation will grow and attract new guests.
SLIDE 15:
Today, my team and I have explained and demonstrated how delivering immaculate service standards is much more than meeting current guest expectations – it's about going the extra mile to exceed their expectations. By learning how to deliver that ‘wow factor’ quality service, staff at Marina Suites will be transforming normal interactions with guests into memorable extraordinary experiences that will leave positive lasting impressions into the future. We’d like to thank you all for your attention this morning, and your devotion to improving our guest service excellence. Together, we can create experiences that are truly memorable.
SLIDE 16
That concludes our presentation, we’d be happy to answer any questions.
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