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Executive summary

This audit report has been created with an induvial nonbiased opinion, investigating the hospitality and guest service standards of the Celtic Manor Hotel. It will include information from hospitality review websites such as TripAdvisor and booking.com and an evaluation of the standards of their service, hospitality and trend changes before coming to clear conclusions and performance recommendations for the future of the hotel's sustainability of service. 
The key points of this report are that the Celtic manor are doing many hospitality and guest service standards correctly however there is some room for improvement which is very similar for other 5-star golf and spa resorts across the region. There are 5 recommendations and actions that must be taken to ensure a better yield for future years, and these are in the areas of more employees/training, service excellence, design refurbishment, cleanliness and 5-star cuisine. 

Contents page 


Introduction 


Methodology 


Main Body 


Conclusion 


Recommendations and action plans 


Bibliography 




Celtic Manor Hospitality Independent Auditors Report 


Introduction 

The Celtic manor resort is rated as 5-star luxury. The facilities include an award-winning spa, 8 different styled restaurants who strive for culinary excellence with 2 earning their two AA rosettes. (home.barclays, n.d.) Along with this are 3 championship golf courses, spa and fitness suites but also a range of different accommodation types such as hunter lodges. The hotel is very accessible in the location just off the M4 and is seen to be very popular for meetings and events from small to large. Additional facilities are Forest nets, high and low ropes, archery, Lazer clay shooting and inflatable obstacle courses. (Celtic Manor Resort, n.d.)
Celtic manor has a mission to grow its own talent by investing in staff training through a talent management route. This places employees into apprenticeships to develop their skills and career opportunities. The vision on the other hand has always been passed down from the owner Sir Terry Mathews who wants to be the leading 5-star hotel resort in Europe and provide guests with memorable experiences through exceptional service, facilities and activities. (South Wales Argus, n.d.)
They attract a wide range of guests including those families, couples, business travellers and golf enthusiast. They have a range of facilities and services to cater to the different interests and needs each guest has. They see to be committed to providing an authentic experience for guests. They try to incorporate the Welsh heritage and culture into their operations and services. For example, they offer traditional Welsh cuisine in the restaurant, they have Welsh language packages for guests who want to learn more about the language and culture.

Methodology 

The audit was performed to meet the requirements for examining the services provided by Celtic Manor Resort, which included standards for general hospitality and guest service as well as laws, operations, and provisions. This research was assessed to create a legitimate individual audit that reached findings about their standards and made operational and management recommendations to enhance their service performance and yield management going forward. It was carried out utilising secondary research from the internet and academic sources, which were gathered, dissected, and assessed to get the finest individual results and audit conclusions.  


Main body 

Although there are over 5,000 good reviews of the Celtic Manor. 4,307 evaluations ranging from "average" to "terrible" have been posted about the resort, according to research done on TripAdvisor. The data showed that there is not much of a difference between good and bad guest experiences. The website also demonstrates that the hotel's service and value for money are missing. (Tripadvisor, n.d.)
The reviews gave insight into un-cleanliness of the bedrooms and general areas of the resort, from robe stains to dirty laundry left. This goes against their principles of offering high quality accommodations. Other issues were the staff not being able to help or being rude to guests making the hotels customer service satisfaction drop risking a loss in revenue. The managing of people was also highlighted in research as the hotel could not deal with the number of bookings at one given time for breakfast and pool slots.
A main negative was the food and beverage service as the standard of food wasn’t there but also no food for allergens and gluten free guests which made them feel left out. This shows the hotel is not meeting their standards of service as that states they are very high with staff dedicated to providing guests with services, meeting their needs and ensuring memorable experiences are made.  
Some warned of hidden prices when booking and not being told the correct information so when arriving being left with large bills which diminishes the service excellence they should be providing as it’s said to be a top priority for the hotel alongside the culture of continuous improvement and regular feedback from guests to identify areas for improvement and make changes needed.  (Booking.com.Tn.d.)
Some of these problems, such as staff who are uninterested in the needs of the guests, dirty rooms, staff shortages resulting in closed areas, and extremely slow service in all areas go against what Celtic Manor takes pride in, like the excellent levels of hospitality and customer service. They are expected to do this by trying to offer each guest individualised attention and service, and by committed to making sure that visitors have a comfortable and pleasurable stay.
From this the levels of service across the hotel are not consistent compared to hotels such as Old Course in St Andrews which is very comparable as it is a 5-star hotel golf resort and spa. They are well known for their warm hospitality and attention to detail however face the same negative reviews on TripAdvisor. For example, the staff being very disinterested in guests, food and beverage not being 5-star standards and the overall service being very poor. (Tripadvisor, n.d.)
In order to optimize their revenue and occupancy rates, they apply a range of yield management techniques. Dynamic pricing strategies, such as adjusting room rates in response to demand, seasonality and a variety of factors. They also use the length of stay restrictions to encourage guests to book longer stays, and they do sometimes offer discounted rates for guests who book advance or during off Peak periods. (Hayes and Miller, 2011)
When it comes to planning and delivering events it must be a meticulous and well-organized approach. Celtic manor has dedicated staff that works directly with clients to make sure every detail is handled, from the early planning phases through the event's execution. The team makes sure that they have comprehended the clients' wants and preferences, but they also offer direction and assistance to aid in the decision-making process.  
The crew oversees organising every element of the event, including the cuisine, audio visual equipment, décor, and more. They must produce effective and memorable events by offering these services and paying close attention to the little things.  
The target market primarily includes four marketing segments: luxury getaways, family vacations, sports, and business. Due to the growth of the business and events industries, conferences held during the workweek and during school breaks are now in high demand, as well as additional lodging.  Aside from small sporting events like foot golf, forest nets, high and low ropes, archery, laser clay shooting, etc., the sport market also attends major events like golf championships. The leisure market then caters to families particularly on weekends and during school breaks with deals on outdoor activities and activity days.  


Conclusion 

The hospitality and guests' services are run effectively as they have well trained and attentive staff, high quality facilities and a focus on customer satisfaction which all contribute to their effectiveness and operating smoothly. This is supported by a staff of specialists and experts who are tasked with making sure the resort is functioning in accordance with all relevant rules and regulations. Additionally, they have protocols and policies in place to guarantee that they are upholding the highest standards of security, safety, and environmental responsibility.  
TripAdvisor and Booking.com reviews both had many similarities on good and bad points of the Celtic manor which helped form an individual judgement of the hospitality and guest service standards and services on offer. 

Recommendations and action plans

The first operational and management recommendation to improve service, performance and yield management for the Celtic Manor would be for more staff to be employed and training provided to aid problems from re-occurring such as rudeness and disinterest. Topics to consider would be how to greet guests and check them in, correct procedures for answering the phones, their neatness and presentation but most importantly how to handle unhappy guests. (spayse.com, 2021)
The second would be inspired by the Ritz Carlton so the 5 steps to 5-star service excellence. This can be done through defining your standards and identify a goal, secondly hire employees who embody your standards, third is to equip and empower them before getting out of their way and ensuring that there is consistency. This will create opportunities to stand out and achieve the perfect service excellence. (Amy, n.d.)
The third recommendation would be linked to the reviews regarding the outdated design of the resort. An alteration of some designs being turned into more modern-day structures is necessary in order to retain the current target market but also attract new ones within the future. These changes can be altered through redecorating rooms with smart Tv’s for guests to feel at the comfort of their homes along with other modern-day appliances.  
The fourth recommendation would be for cleanliness. This could be through employing more cleaning staff and placing them on a 5-star quality hospitality and housekeeping training which can help them understand the full extent to the expectations of guests and meet the priorities of them and seek to exceed expectations. This must look at qualities of housekeeping, cleaning principles and practises, good housekeeping, health and safety and maintenance.  (Anon, 2023)
The fifth and last recommendation would be to have more focus on 5-star dishes in all restaurants. This should consist of a better variety of cuisine that caters for all, including allergens so you can meet customers' needs and wants but potentially exceed and wow them at the same time. Look into more accredited chefs and employees within the kitchen to better your services overall leading to increased revenue and repeat guests. 
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