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Introduction 
This report is going to have detailed research on standards of service, service culture, guest services strategies, hospitality provision and industry trends with the concept of the changing nature of consumer demands within the hotel provision in Swansea. In which this analysis will have conclusions and recommendations for the future sustainability of the service provision, and the importance of the sustainability has a multifaceted element of tourism businesses and destinations in an increasingly competitive and dynamic industry. According to Soloman (2019) 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.’ This links to the importance of the hospitality provision and service experience because this plays a vital role in the tourism industry in shaping the perceptions, satisfaction and overall enjoyment of travelers in tourism. 
Assessing the standards of service 
Service is an action performed task that takes place through contact between the customer and employees of the service organization. It is like a transaction because it is intangible. (Ford and Sturman, 2020) There are two asset categories in which there is a tangible asset, this is the physical asset or property owned such as equipment. It can be touched, seen or felt. Then there is a second asset which is more about emotional values and that is intangible assets. According to Walt Disney Company it is important ‘’ to be knowledgeable about our products and services, and to help our guests and customers enjoy the highest quality experience we can provide.’’ (Walt Disney Company) This links to provide customers satisfied with the services provided.

Service culture 
It is more than keeping customers satisfied, it is also about the service culture. In which service culture is about ‘’unifying the team.’ ‘’A culture of service is proactive. It's when every person in your organization views their role through the lens of customer impact.’’ Mcleod (2018) It is important to be kind to employees, because care is the core of every relationship and in that way, it can change the service industry. ‘’stronger employer retention and customer retention by culture of care’’ Jan Smith (2022) In which this links to influencing the customer satisfaction because by showing that employees care it can make the customer feel more satisfied of coming to their company and they would come back. In which a lot of companies introduce loyalty programs in which Marriott hotel has a Bonvoy loyalty program in which people can join the membership for free and the benefits are free Wi-Fi and Marriott Bonvoy points which can give guests a ‘’free night at over 30 hotel brands in 10,000 global destinations.’’ Marriot Bonvoy (2024)
Guest services strategies 
Guest service is a professional service to guests. At the hotel there are the amenities and help that is being provided to guests. (Collins Dictionary) It is important to provide a good service for the guests because this is what keeps the business going and by providing good customer service the company can get loyal customers. However, if there is a badly provided service this can ruin the reputation of the company. ‘’ With satisfaction and loyalty to the brand, customers may recommend your products or services to other customers, which allows you to stand out against competitors in a dynamic market.’’ Indeed (2023) The importance of exceeding guest's expectations is by paying attention to every detail. ‘’ When an organization puts the customer at its core—empowering its people and unifying its processes—outstanding customer service becomes possible on a consistent basis, from the first greeting to the final meeting.’’ Disney Insitute (2020) 
Hospitality provision
[bookmark: _Int_VKQuYx2C]Services are not the same as hospitality, because service is a skill, however hospitality is a spirit. It is important to put people first because in that way it can create a better business. The services are provided to guests to make them feel more welcomed, but it is all about the people because it is also important to see people as who they are. Dolce (2018) ‘’The hospitality industry transforms essentials like a bed, a room, a meal into an experience that is warm, comforting, memorable and even magical. Soloman (2018) There are varies of amenities depending on a guest for instance, amenities in a hotel for family travelers in which they would want kid-friendly bathrooms with essentials such as a stepstool.
The services available for guests are in various of different hotels in which one of them is Morgan’s hotel and their reviews show how the guests have enjoyed their stay because they have felt welcomed, and the ‘wow’ factor of their stay was that they have been provided with extras such as robes and biscuits. The service has been amazing for the guests, which makes them feel at home. (TripAdvisor,2024) 
Industry trends within Swansea 
Within the hospitality industry the trends are always growing, one of the biggest trends is to keep the industry sustainable in which is still growing, and it will keep continue to grow, because travelers want to spend their money in places with purpose. ’Sustainability has become an integral part of other trends such as experiences in essentialism and places with purpose’’ Jacobsen (2020) ‘’ Beyond sustainability, leisure travelers are becoming more interested in experiencing regenerative tourism, which is a type of tourism that aims to improve the environment and the local community by supporting sustainable practices, such as using renewable energy, conserving water and reducing waste.’’ Alonzo (2023) This links to the sustainability of service provision in the tourism industry in which it relies on adapting to evolving consumer demands by embracing these industry trends. 
This shows how tourists would like to experience more sustainability while they are travelling. In which they can experience that in the hotel industry in Swansea such as Delta hotel because they offer sustainability such as they have guest room recycling and they also have certifications for being sustainable which are ‘’ the green key certified’’ and ‘’ LEED: New Construction Certified’’ Marriot (2024) 
Comparing the image of hospitality in Swansea and London 
One of the famous hotels in Swansea is Morgans hotel, which is a 4-star hotel and is one of the buildings that has not been bombed in the war. In which it has this historical feeling and the guests that come to the hotel are business travelers. This hotel also offers half price Sunday stay, last minute Luxury and more. Morgans (2024) Comparing this hotel to Moxy hotels in London, however, there are multiple Moxy hotels in the UK. This hotel is a playful and stylish hotel, with ‘industrial design’ with affordable prices. It is owned by Marriott international.’’ Created for the young at heart, Moxy celebrates nonconformity, open-mindedness, and originality above all’’ Marriott International (2024) They target ‘’Millennials and modern travelers.’’ They offer innovative technology in which the guests use mobile check-in and keyless room entry which makes it more convenient for younger generations.  LinkedIn (2023)
Performance recommendations for the future sistaunability of service provision
To conclude, this report has shown the importance of hospitality provision and how it is important to keep the guests satisfied by making them feel like they are at home by visiting hotels. To create more effective sustainable hospitality in Swansea is to improve the sustainable experience so more guests would want to visit and by that in more hotel it can be used more eco- friendly products such as cafe pots that are recyclable or recycling in guests' rooms and reducing waste. By creating more environmentally friendly hotels it can enhance the reputation of hotels in which it can bring more visitors to stay.  
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